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SalesUniversity Communication 101
Sales Communications Foundations  . . . . . . . . . . . .            SALE0431
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Customer Service Representative, Professionalism
The Customer Service Representative
(CSR) . . . . . . . . . . . . . . . . . . . . . . . . . . . .                            cust_06_a01_bs_enus
Support Center Services and 
Work Environment . . . . . . . . . . . . . . . . .                 cust_06_a02_bs_enus
Team and Customer Relationships . . . .    cust_06_a03_bs_enus

Customer Service Representative, Skills
Customer Interactions . . . . . . . . . . . . . .              cust_07_a01_bs_enus
Communication Skills  . . . . . . . . . . . . . .              cust_07_a02_bs_enus
Conflict, Stress, and Time 
Management  . . . . . . . . . . . . . . . . . . . . .                     cust_07_a03_bs_enus

Customer Service Representative, Process
Customer Service Processes and 
Procedures  . . . . . . . . . . . . . . . . . . . . . .                      cust_08_a01_bs_enus
Quality in a Support Center . . . . . . . . . .          cust_08_a02_bs_enus
Support Center Tools, Technologies and
Metrics  . . . . . . . . . . . . . . . . . . . . . . . . . .                          cust_08_a03_bs_enus
Dealing with Irrational Customers and
Escalating Complaints  . . . . . . . . . . . . .             cust_08_a04_bs_enus

Customer Service Fundamentals
Customer Service Fundamentals: Building 
Rapport in Customer Relationships . . .   cust_09_a01_bs_enus
Customer Service in the Field . . . . . . . .        cust_09_a02_bs_enus
Customer Service over the Phone . . . . cust_09_a03_bs_enus
Internal Customer Service . . . . . . . . . . .           cust_09_a04_bs_enus
Customer Service Confrontation 
and Conflict  . . . . . . . . . . . . . . . . . . . . . .                      cust_09_a05_bs_enus
Shaping the Direction of Customer 
Service in Your Organization . . . . . . . . .         cust_09_a06_bs_enus
The Angry Caller: What’s Your Plan? . . . . . . . . .        _pc_bi_spbi016

Frontline Call Center Skills
The Importance of Call Tracking and 
Ticketing . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                               _pc_bi_ctbi003
Creating an Effective On-hold 
Message . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                               _pc_bi_ctbi008
Aligning Agent Behaviors with Caller 
Types . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                  _pc_bi_ctbi010
Determining Proper Expectation- 
management Techniques  . . . . . . . . . . . . . . . .                _pc_ch_ctch001
Training Methods for CSRs in the 
Customer Contact Industry . . . . . . . . . . . . . . .               _pc_ch_ctch002

Measuring Customer Satisfaction
Discovering What Your Customers Want  . . . . . . . . .         CUST0131
Developing Customer Satisfaction Surveys . . . . . . .       CUST0132
Customer Satisfaction: Analysis and
Implementation  . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             CUST0133
Measuring Customer Satisfaction Simulation . . . . .     CUST0130
 

Internal Customer Service
Excellence in Internal Customer Service  . . . . . . . . .         CUST0141
Working With Internal Customers . . . . . . . . . . . . . . .               CUST0142
Overcoming Internal Customer Service Problems . .  CUST0143
Internal Customer Service: Conflict and
Complaints Simulation . . . . . . . . . . . . . . . . . . . . . . . .CUST0140
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Internal Customer Service Agent Skills
The Customer Service Agent in Action  . . . . . . . . . . .           CUST0151
Professional Skills for Customer Service Agents  . .  CUST0152
Managing Challenges in Customer Service . . . . . . .       CUST0153
Cross-selling in a Customer Service Call  . . . . . . . . .         CUST0154
Customer Service Agent Skills Simulation . . . . . . . .        CUST0150

Technical Support Agent Skills
The Contact Center and Technical Support
Agent  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                     CUST0161
Technical Support Essentials  . . . . . . . . . . . . . . . . . .                  CUST0162
Assessing Customer Behavior . . . . . . . . . . . . . . . . . .                  CUST0163
Technical Support Agent Survival Skills . . . . . . . . . .          CUST0164
Technical Support Agent Skills Simulation . . . . . . . .        CUST0160

Managing A Customer-Focused Department
Identifying Your Customer’s Expectations  . . . . . . . .         CUST0171
Using Surveys to Measure Customer
Satisfaction . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                 CUST0172
Bridge The Expectations Gap  . . . . . . . . . . . . . . . . . .                  CUST0173
Leading A Customer-Focused Team . . . . . . . . . . . . .              CUST0174
Managing a Customer-focused Department
Simulation  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                 CUST0170
Creating a Customer-focused 
Organization . . . . . . . . . . . . . . . . . . . . . . . . . . .                           _pc_ch_lach020

ITIL v3 Intermediate: Operational Support & Analysis
ITIL® V3 OSA: Introduction to Operational
Support and Analysis . . . . . . . . . . . . . . . .                 ib_iosa_a01_it_enus
ITIL V3 OSA: Introduction to 
Event Management . . . . . . . . . . . . . . . . .                  ib_iosa_a02_it_enus
ITIL v3 OSA: Introduction to 
Incident Management . . . . . . . . . . . . . . .                ib_iosa_a03_it_enus
ITIL® V3 OSA: Incident 
Management Interactions . . . . . . . . . . . .             ib_iosa_a04_it_enus
ITIL® V3 OSA: Introduction to 
Request Fulfillment . . . . . . . . . . . . . . . . .                  ib_iosa_a05_it_enus
ITIL® V3 OSA: Request Fulfillment Process 
Interfaces and Challenges . . . . . . . . . . . .             ib_iosa_a06_it_enus
ITIL® V3 OSA: Problem Management Process 
Interfaces and Challenges . . . . . . . . . . . .             ib_iosa_a08_it_enus
ITIL® V3 OSA: Introduction to the 
Service Desk . . . . . . . . . . . . . . . . . . . . . . .                        ib_iosa_a10_it_enus

ITIL® V3 Overview
ITIL® V3 Overview: Creating a 
Service Culture . . . . . . . . . . . . . . . . . . . .                      ib_ovvw_a01_it_enus
ITIL® V3 Overview: Introduction 
to the ITIL® V3 Framework . . . . . . . . . . .           ib_ovvw_a02_it_enus
ITIL® V3 Overview: Certification 
and Benefits . . . . . . . . . . . . . . . . . . . . . . .                       ib_ovvw_a03_it_enus

IT Infrastructure Library (ITIL) v3 Foundation Syllabus 
v4.2
ITIL V3 Foundation Syllabus v4.2: ITIL and
the Service Lifecycle  . . . . . . . . . . . . . . . . .                  ib_itlu_a01_it_enus
ITIL V3 Foundation Syllabus V4.2: Service
Strategy Fundamentals . . . . . . . . . . . . . . .                ib_itlu_a02_it_enus
ITIL V3 Foundation Syllabus v4.2: Service
Strategy Processes . . . . . . . . . . . . . . . . . . .                    ib_itlu_a03_it_enus
ITIL V3 Foundation Syllabus v4.2: Service
Design Fundamentals . . . . . . . . . . . . . . . .                 ib_itlu_a04_it_enus
ITIL V3 Foundation Syllabus v4.2: Service
Design Processes . . . . . . . . . . . . . . . . . . . .                    ib_itlu_a05_it_enus
ITIL V3 Foundation Syllabus v4.2: Service
Transition Processes and Principles . . . . .      ib_itlu_a06_it_enus
ITIL V3 Foundation Syllabus v4.2: Service
Operation Principles and Functions . . . . .      ib_itlu_a07_it_enus
ITIL V3 Foundation Syllabus v4.2: Service
Operation Processes . . . . . . . . . . . . . . . . .                  ib_itlu_a08_it_enus
ITIL V3 Foundation Syllabus v4.2: Continual
Service Improvement Fundamentals . . . .     ib_itlu_a09_it_enus

Inbound Call Center Management
The Inbound Call Center  . . . . . . . . . . . . . . . . . . . . . .                      CUST0211
Inbound Call Center Management: Leadership . . . .    CUST0212
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Managing Your Call Center More 
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More than 250 certifications are available
through Western Technical College’s Online
Learning Program.  Visit with an online learning
representative to find out which courses support
the following certifications. 

Business
Customer Service Representative
• Customer Service Representative (CSR) Certification

Human Resource Certification Institute
• Professional in Human Resources (PHR)

• Senior Professional in Human Resources (SPHR)

International Institute of Business Analysis 
(IIBA)

• Certified Business Analysis Professional (CBAP) 
Certification

PRINCE2
• PRINCE2 Certification

Project Management Institute (PMI)
• Certified Associate in Project Management (CAPM) - 

PMBOK® Guide - Fourth Edition-aligned

• Project Management Professional (PMP) - PMBOK® Guide - 
Fourth Edition-aligned

Six Sigma
• Six Sigma Green Belt Certification (SSGB)

• Six Sigma Black Belt Certification (SSBB)

• Manager of Quality/Organizational Excellence (CMQ/OE)
Certification

Desktop
Microsoft
• Microsoft Office 2003: Specialist Certification
	      -Excel 2003
	      -Word 2003
	      -Outlook 2003
	      -PowerPoint 2003
	      -Access 2003

• Microsoft Office 2003: Expert Certification
	      -Excel 2003 Expert
	      -Word 2003 Expert

• Microsoft Office 2003: Master Certification
	      -Excel 2003 Expert
	      -Word 2003 Expert

	      -Outlook 2003
	      -PowerPoint 2003
	      -Access 2003

• Microsoft Certified Application Specialist Certification
	      -77-601 Using Microsoft Office Word 2007
	      -77-602 Using Microsoft Office Excel 2007
	      -77-603 Using Microsoft Office PowerPoint 2007
	      -77-604 Using Microsoft Office Outlook 2007
	      -77-605 Using Microsoft Office Access 2007

Information Technology
(ISC)2
• Certified Information Systems Security Professional (CISSP)

Cisco
• Cisco Certified Design Associate (CCDA)
	      -640-863 Designing for Cisco Internetwork Solutions

• Cisco Certified Design Professional (CCDP)
	      -642-901 Building Scalable Cisco Internetworks
	      -642-812 Building Cisco Multilayer Switched Network
	      -642-873 Designing Cisco Network Service Architecture

• Cisco Certified Entry Networking Technician (CCENT)
	      -640-822 Interconnecting Cisco Networking Devices 
	       Part 1

• Cisco Certified Network Associate (CCNA)
	      -640-802 Cisco Certified Network Associate
	      -640-822 Interconnecting Cisco Networking Devices 
	       Part 1
	      -640-816 Interconnecting Cisco Networking Devices 
	       Part 2

• Cisco Certified Network Professional (CCNP)
	      -642-901 Building Scalable Cisco Internetworks
	      -642-812 Building Cisco Multilayer Switched Network
	      -642-825 Implementing Secure Converged Wide Area
	       Networks
	      -642-845 Optimizing Converged Cisco Networks

• Cisco Certified Internetwork Professional (CCIP)
	      -642-901 Building Scalable Cisco Internetworks
	      -642-642 Instructor Series: Implementing Cisco Quality
	       of Service (QoS) 2.3
	      -642-661 Instructor Series: Configuring BGP on Cisco
	       Routers (BGP) 3.2
	      -642-611 Instructor Series: Implementing Cisco Multi
	       Protocol Label Switching (MPLS) 2.2

• Cisco Certified Voice Professional (CCVP) - Part 1
	      -642-436 Cisco Voice Over IP
	      -642-446 Implementing Cisco Unified Communications
	       IP Telephony Part 1
	      -642-642 Instructor Series: Implementing Cisco Quality
	       of Service (QoS) 2.3
	      -642-456 Implementing Cisco Unified Communications
	       IP Telephony Part 2
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	      -642-426 Instructor Series: Troubleshooting Cisco
	       Unified Communications Systems (TUC) 1.0

• Cisco Certified Voice Professional (CCVP) - Part 2
	      -642-642 Instructor Series: Implementing Cisco Quality
	       of Service (QoS) 2.3
	      -642-436 Cisco Voice Over IP
	      -642-426 Instructor Series: Troubleshooting Cisco
	       Unified Communications Systems (TUC) 1.0
	      -642-453 Instructor Series: Implementing Cisco Voice
	       Gateways and Gatekeepers (GWGK) 2.0

• Cisco Access Routing and LAN Switching Specialist
	      -642-901 Building Scalable Cisco Internetworks

• Cisco IP Telephony Support Specialist
	      -642-444 Cisco IP Telephony
	      -642-432 Cisco Voice Over IP

• Cisco IP Communications Support Specialist
	      -642-444 Cisco IP Telephony
	      -642-432 Cisco Voice Over IP

• CCNA Security
	      -640-553 Implementing Cisco IOS Network Security

• CCNA Wireless
	      -640-721 Implementing Cisco Unified Wireless
	       Networking Essentials

• CCNA Voice
	      -640-460 Implementing Cisco IOS Unified
	       Communications

• Cisco Certified Security Professional (CCSP)
	      -642-504 Instructor Series: Securing Networks with
	       Cisco Routers and Switches (SNRS) 3.0
	      -642-524 Instructor Series: Securing Networks with ASA
	       Fundamentals (SNAF) 1.0
	      -642-515 Instructor Series: Securing Networks with ASA
	       Advanced (SNAA) 1.0
	      -642-533 Instructor Series: Implementing Cisco
	       Intrusion Prevention Systems (IPS) 6.0

• Cisco IP Communications Express Specialist
	      -642-145 Instructor Series: Implementing Cisco IOS
	       Unified Communications Part 2 (IIUC2) 1.0

CIW
• CIW Professional
	      -1D0-520 CIW Site Designer

• Master CIW Site Designer
	      -1D0-520 CIW Site Designer

• Master CIW Enterprise Developer
	      -310-055 Sun Certified Programmer for the Java 2
	       Platform, Standard Edition 5.0

CompTIA
• CompTIA A+ Certification
	      -220-601 A+ Essentials

	      -220-602 A+ IT Technician
	      -220-603 A+ Remote Technician
	      -220-604 A+ Depot Technician

• CompTIA A+ 2009 Certification
	      -220-701 CompTIA A+ Essentials
	      -220-702 CompTIA A+ Practical Application

• CompTIA Linux+ Certification
	      -XK0-002 CompTIA Linux+

• CompTIA Network+ Certification
	      -N10-004 CompTIA Network+ 2009
	      -BR0-002 Network+ Bridge

• CompTIA Security+ Certification
	      -SY0-201 CompTIA Security+ 2008 Edition
	      -BR0-001 Security+ Bridge

• CompTIA Server+ Certification
	      -SK0-002 CompTIA Server+ 2005

• Instructor Series: CompTIA Project+ (2009 Edition) 
Certification

	      -CompTIA Project+ (2009 Edition) exam

EC-Council
• Certified Ethical Hacker (CEH) Certification

EMC
• EMC Proven Professional Storage Technologist (Associate 

Level) certification
	      -E20-001 Information Storage and Management
	       (Storage Technology Foundations)

IBM
• IBM Certified Enterprise Developer - WebSphere Studio, 

V5.0
	      -310-055 Sun Certified Programmer for the Java 2
	       Platform, Standard Edition 5.0

• IBM Certified Database Associate - DB2 Universal 
Database V8.1 Family

• IBM Certified Solution Developer - XML and Related 
Technologies

• IBM Certified Associate Developer - Rational Application 
Developer for WebSphere Software V6

• IBM Certified Database Administrator - DB2 UDB V8.1 for 
Linux, UNIX and Windows

	      -701 IBM Certified Database Administrator - DB2 UDB
	       V8.1 for Linux, UNIX and Windows

Information Systems Examinations Board 
(ISEB)

• ISEB Foundation Certificate in Software Testing
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International Software Testing Qualification 
Board (ISTQB)

• ISTQB Foundation Certificate in Software Testing

IT Infrastructure Library (ITIL)
• ITIL V3
	      -IT Infrastructure Library (ITIL) v3 Foundation Syllabus
	       v4.2 exam
	      -ITIL v3 Intermediate: Operational Support & Analysis
	       exam

Linux Professional Institute (LPI)
• Linux Professional Institute: Junior Level Linux Professional 

(LPIC-1)
	      -LPI certification Level 1: Exam 101
	      -LPI certification Level 1: Exam 102

• Linux Professional Institute: Advanced Level Linux 
Professional (LPIC-2)

	      -LPI Certification Level 2: Exam 201
	      -LPI certification Level 2: Exam 202

Macromedia
• Certified Dreamweaver 8 Developer

Microsoft
• MCSA on Windows Server 2003 Track
	      -70-290 Managing and Maintaining a Microsoft
	       Windows Server 2003 Environment
	      -70-291 Implementing, Managing, and Maintaining a
	       Microsoft Windows Server 2003 Network Infrastructure
	      -70-270 Installing, Configuring, and Administering
	       Microsoft Windows XP Professional
	      -70-284 Implementing and Managing Microsoft
	       Exchange Server 2003
	      -70-299 Implementing and Administering Security in a
	       Microsoft Windows Server 2003 Network
	      -70-350 Implementing Microsoft Internet Security and
	       Acceleration (ISA) Server 2004
	      -70-431 TS: Microsoft SQL Server 2005: Implementation
	       and Maintenance
	      -70-620 TS: Microsoft Windows Vista Client, Configuring
	      -70-624 TS: Deploying and Maintaining Windows Vista
	       Client and 2007 Microsoft Office System Desktops
	      -70-630 TS: Office SharePoint Server 2007, Configuring,
	      -70-631 TS: Microsoft SharePoint Services 3.0,
	       Configuring

• MCSA Windows Server 2003 Upgrade
	      -70-292 Managing and Maintaining a Microsoft
	       Windows Server 2003 Environment for an MCSA
	       Certified on Windows 2000

• Microsoft Certified Systems Administrator (MCSA) 
Messaging Specialization on Microsoft Windows 2003

	      -70-270 Installing, Configuring, and Administering
	       Microsoft Windows XP Professional
	      -70-290 Managing and Maintaining a Microsoft
	       Windows Server 2003 Environment
	      -70-291 Implementing, Managing, and Maintaining a
	       Microsoft Windows Server 2003 Network Infrastructure

	      -70-284 Implementing and Managing Microsoft
	       Exchange Server 2003
	      -70-620 TS: Microsoft Windows Vista Client, Configuring

• Microsoft Certified Systems Administrator (MCSA) Security 
Specialization on Microsoft Windows 2003

	      -70-270 Installing, Configuring, and Administering
	       Microsoft Windows XP Professional
	      -70-290 Managing and Maintaining a Microsoft
	       Windows Server 2003 Environment
	      -70-291 Implementing, Managing, and Maintaining a
	       Microsoft Windows Server 2003 Network Infrastructure
	      -70-299 Implementing and Administering Security in a
	       Microsoft Windows Server 2003 Network
	      -70-350 Implementing Microsoft Internet Security and
	       Acceleration (ISA) Server 2004
	      -70-620 TS: Microsoft Windows Vista Client, Configuring

• MCSE Windows Server 2003 Track
	      -70-290 Managing and Maintaining a Microsoft
	       Windows Server 2003 Environment
	      -70-291 Implementing, Managing, and Maintaining a
	       Microsoft Windows Server 2003 Network Infrastructure
	      -70-293 Planning and Maintaining a Microsoft Windows
	       Server 2003 Network Infrastructure
	      -70-294 Planning, Implementing, and Maintaining
	       a Microsoft Windows Server 2003 Active Directory
	       Infrastructure
	      -70-270 Installing, Configuring, and Administering
	       Microsoft Windows XP Professional
	      -70-297 Designing a Microsoft Windows Server 2003
	       Active Directory and Network Infrastructure
	      -70-298 Designing Security for a Microsoft Windows
	       Server 2003 Network
	      -70-089 Planning, Deploying, and Managing Microsoft
	       Systems Management Server 2003
	      -70-281 Planning, Deploying, and Managing an
	       Enterprise Project Management Solution
	      -70-284 Implementing and Managing Microsoft
	       Exchange Server 2003
	      -70-285 Designing a Microsoft Exchange Server 2003
	       Organization
	      -70-299 Implementing and Administering Security in a
	       Microsoft Windows Server 2003 Network
	      -70-350 Implementing Microsoft Internet Security and
	       Acceleration (ISA) Server 2004
	      -70-431 TS: Microsoft SQL Server 2005: Implementation
	       and Maintenance
	      -70-620 TS: Microsoft Windows Vista Client, Configuring
	      -70-624 TS: Deploying and Maintaining Windows Vista
	       Client and 2007 Microsoft Office System Desktops
	      -70-630 TS: Office SharePoint Server 2007, Configuring,
	      -70-631 TS: Microsoft SharePoint Services 3.0,
	       Configuring

• MCSE Windows Server 2003 Upgrade
	      -70-292 Managing and Maintaining a Microsoft
	       Windows Server 2003 Environment for an MCSA
	       Certified on Windows 2000
	      -70-296 Planning, Implementing, and Maintaining a
	       Microsoft Windows Server 2003 Environment for an
	       MCSE Certified on Windows 2000
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• Microsoft Certified Systems Engineer Server (MCSE) 
Security Specialization on Microsoft Windows Server 2003

	      -70-270 Installing, Configuring, and Administering
	       Microsoft Windows XP Professional
	      -70-290 Managing and Maintaining a Microsoft
	       Windows Server 2003 Environment
	      -70-291 Implementing, Managing, and Maintaining a
	       Microsoft Windows Server 2003 Network Infrastructure
	      -70-293 Planning and Maintaining a Microsoft Windows
	       Server 2003 Network Infrastructure
	      -70-294 Planning, Implementing, and Maintaining
	       a Microsoft Windows Server 2003 Active Directory
	       Infrastructure
	      -70-298 Designing Security for a Microsoft Windows
	       Server 2003 Network
	      -70-299 Implementing and Administering Security in a
	       Microsoft Windows Server 2003 Network
	      -70-350 Implementing Microsoft Internet Security and
	       Acceleration (ISA) Server 2004
	      -70-620 TS: Microsoft Windows Vista Client, Configuring

• Microsoft Certified Systems Engineer Server (MCSE) 
Messaging Specialization on Microsoft Windows Server 
2003

	      -70-270 Installing, Configuring, and Administering
	       Microsoft Windows XP Professional
	      -70-290 Managing and Maintaining a Microsoft
	       Windows Server 2003 Environment
	      -70-291 Implementing, Managing, and Maintaining a
	       Microsoft Windows Server 2003 Network Infrastructure
	      -70-293 Planning and Maintaining a Microsoft Windows
	       Server 2003 Network Infrastructure
	      -70-294 Planning, Implementing, and Maintaining
	       a Microsoft Windows Server 2003 Active Directory
	       Infrastructure
	      -70-297 Designing a Microsoft Windows Server 2003
	       Active Directory and Network Infrastructure
	      -70-298 Designing Security for a Microsoft Windows
	       Server 2003 Network
	      -70-284 Implementing and Managing Microsoft
	       Exchange Server 2003
	      -70-285 Designing a Microsoft Exchange Server 2003
	       Organization
	      -70-620 TS: Microsoft Windows Vista Client, Configuring

• Microsoft Certified Desktop Support Technician (MCDST)
	      -70-271 Supporting Users and Troubleshooting a
	       Microsoft Windows XP Operating System
	      -70-272 Supporting Users and Troubleshooting Desktop
	       Applications on a Microsoft Windows XP Operating
	       System

• Microsoft Certified Technology Specialist (MCTS) : Microsoft 
Exchange Server 2007, Configuration

	      -70-236 TS: Exchange Server 2007, Configuring

• Microsoft Certified Technology Specialist (MCTS): .NET 
Framework 2.0 Web Applications

	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation
	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation (C#)
	      -70-528 TS: Microsoft .NET Framework 2.0 - Web-Based

	       Client Development (VB)
	      -70-528 TS: Microsoft .NET Framework 2.0 - Web-Based
	       Client Development (C#)

• Microsoft Certified Technology Specialist (MCTS): .NET 
Framework 2.0 Distributed Applications

	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation
	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation (C#)
	      -70-529 TS: Microsoft .NET Framework 2.0 - Distributed
	       Application Development (VB)
	      -70-529 TS: Microsoft .NET Framework 2.0 - Distributed
	       Application Development (C#)

• Microsoft Certified Technology Specialist (MCTS): .NET 
Framework 2.0 Windows Applications

	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation (C#)
	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation
	      -70-526 TS: Microsoft .NET Framework 2.0 - Windows
	       Based Client Development (VB)
	      -70-526 TS: Microsoft .NET Framework 2.0 - Windows
	       Based Client Development (C#)

• Microsoft Certified Technology Specialist (MCTS): SQL 
Server 2005

	      -70-431 TS: Microsoft SQL Server 2005: Implementation
	       and Maintenance

• Microsoft Certified Technology Specialist (MCTS): SQL 
Server 2008, Implementation and Maintenance

	      -70-432 TS: Microsoft SQL Server 2008,
	       Implementation and Maintenance

• Microsoft Certified Technology Specialist (MCTS): SQL 
Server 2008, Database Development

	      -70-433 TS: Microsoft SQL Server 2008, Database
	       Development

• Microsoft Certified Technology Specialist (MCTS): Windows 
Vista, Configuration

	      -70-620 TS: Microsoft Windows Vista Client, Configuring

• Microsoft Certified Technology Specialist (MCTS): Microsoft 
Office SharePoint Server 2007, Configuration

	      -70-630 TS: Office SharePoint Server 2007, Configuring,

• Microsoft Certified Technology Specialist (MCTS): Windows 
SharePoint Services 3.0, Configuration

	      -70-631 TS: Microsoft SharePoint Services 3.0,
	       Configuring
• Microsoft Certified Technology Specialist (MCTS): 

Microsoft Windows SharePoint Services 3.0, Application 
Development

	      -70-541 TS: Microsoft Windows SharePoint Services 3.0,
	       Application Development

• Microsoft Certified Technology Specialist (MCTS):Microsoft 
Office SharePoint Server 2007, Application Development

	      -70-542 TS: Microsoft Office SharePoint Server 2007
	       Application Development
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• Microsoft Certified Technology Specialist (MCTS): Microsoft 
Visual Studio 2008

	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation
	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation (C#)
	      -70-502 TS: Microsoft .NET Framework 3.5 - Windows
	       Presentation Foundation Application Development
	      -70-503 TS: Microsoft .NET Framework 3.5 - Windows
	       Communication Foundation Application Development
	       (VB)
	      -70-504 TS: Microsoft .NET Framework 3.5 - Windows
	       Workflow Foundation Application Development
	      -70-505 TS: Microsoft .NET Framework 3.5, Windows
	       Forms Application Development
	      -70-561 TS: Microsoft .NET Framework 3.5, ADO.NET
	       Application Development
	      -70-562 TS: Microsoft .NET Framework 3.5, ASP.NET
	       Application Development

• Microsoft Certified Technology Specialist (MCTS): Business 
Desktop Deployment

	      -70-624 TS: Deploying and Maintaining Windows Vista
	       Client and 2007 Microsoft Office System Desktops

• Microsoft Certified Technology Specialist (MCTS): Windows 
Server 2008 Active Directory, Configuration

	      -70-640 TS: Windows Server 2008 Active Directory,
	       Configuring
	      -83-640 TS: Windows Server 2008 Active Directory,
	       Configuring

• Microsoft Certified Technology Specialist (MCTS): Windows 
Server 2008 Network Infrastructure, Configuring

	      -70-642 TS: Windows Server 2008 Network
	       Infrastructure, Configuring

• Microsoft Certified Technology Specialist (MCTS): Windows 
Server 2008 Applications Infrastructure, Configuration

	      -70-643 TS: Windows Server 2008 Applications
	       Infrastructure, Configuring

• Microsoft Certified Technology Specialist (MCTS): .NET 
Framework 3.5, Windows Presentation Foundation 
Application

	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation
	      -70-502 TS: Microsoft .NET Framework 3.5 - Windows
	       Presentation Foundation Application Development

• Microsoft Certified Technology Specialist (MCTS): NET 
Framework 3.5, Windows Communication Foundation 
Applications

	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation
	      -70-503 TS: Microsoft .NET Framework 3.5 - Windows
	      Communication Foundation Application Development
	      (VB)

• Microsoft Certified Technology Specialist (MCTS): .NET 
Framework 3.5, Windows Workflow Foundation Applications

	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation
	      -70-504 TS: Microsoft .NET Framework 3.5 - Windows

	       Workflow Foundation Application Development

• Microsoft Certified Technology Specialist (MCTS): .NET 
Framework 3.5, Windows Forms Applications

	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation
	      -70-505 TS: Microsoft .NET Framework 3.5, Windows
	       Forms Application Development

• Microsoft Certified Technology Specialist (MCTS): .NET 
Framework 3.5, ADO.NET Applications

	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation
	      -70-561 TS: Microsoft .NET Framework 3.5, ADO.NET
	       Application Development

• Microsoft Certified Technology Specialist (MCTS): .NET 
Framework 3.5, ASP.NET Applications

	      -70-536 TS: Microsoft .NET Framework - Application
	       Development Foundation
	      -70-562 TS: Microsoft .NET Framework 3.5, ASP.NET
	       Application Development

• Microsoft Certified Technology Specialist (MCTS): Enterprise 
Project Management with Microsoft Office Project Server 
2007

	      -70-633 TS: Microsoft Office Project Server 2007,
	       Managing Projects

• Microsoft Certified Technology Specialist (MCTS): SQL 
Server 2008, Business Intelligence Development and 
Maintenance

	      -70-448 TS: Microsoft SQL Server 2008, Business
	       Intelligence Development and Maintenance

• Microsoft Certified Technology Specialist (MCTS):Windows 
7, Configuration

	      -70-680 TS: Windows 7, Configuring

• Microsoft Certified IT Professional (MCITP): Enterprise 
Support Technician

	      -70-622 PRO: Supporting and Troubleshooting
	       Applications on a Microsoft Windows Vista Client for
	       Enterprise
	      -70-621 PRO: Upgrading your MCDST Certification to
	       MCITP Enterprise Support
	      -70-620 TS: Microsoft Windows Vista Client, Configuring

• Microsoft Certified IT Professional (MCITP): Enterprise 
Administrator

	      -70-647 PRO: Windows Server 2008, Enterprise
	       Administrator
	      -70-640 TS: Windows Server 2008 Active Directory,
	       Configuring
	      -83-640 TS: Windows Server 2008 Active Directory,
	       Configuring
	      -70-642 TS: Windows Server 2008 Network
	       Infrastructure, Configuring
	      -70-643 TS: Windows Server 2008 Applications
	       Infrastructure, Configuring
	      -70-620 TS: Microsoft Windows Vista Client, Configuring
	      -70-624 TS: Deploying and Maintaining Windows Vista
	       Client and 2007 Microsoft Office System Desktops
	      -70-680 TS: Windows 7, Configuring
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• Microsoft Certified IT Professional (MCITP): Database 
Administrator

	      -70-443 PRO: Designing a Database Server
	       Infrastructure by Using Microsoft SQL Server 2005
	      -70-444 PRO: Optimizing and Maintaining a Database
	       Administration Solution by Using Microsoft SQL Server
	       2005
	      -70-431 TS: Microsoft SQL Server 2005: Implementation
	       and Maintenance
	      -70-447 UPGRADE: MCDBA Skills to MCITP Database
	       Administrator by Using Microsoft SQL Server 2005

• Microsoft Certified IT Professional (MCITP): Database 
Developer

	      -70-431 TS: Microsoft SQL Server 2005: Implementation
	       and Maintenance
	      -70-441 PRO: Designing Database Solutions by Using
	       Microsoft SQL Server 2005
	      -70-442 PRO: Designing and Optimizing Data Access by
	       Using Microsoft SQL Server 2005

• Microsoft Certified IT Professional (MCITP): Server 
Administrator

	      -70-646 PRO: Windows Server 2008, Server
	       Administrator
	      -70-640 TS: Windows Server 2008 Active Directory,
	       Configuring
	      -83-640 TS: Windows Server 2008 Active Directory,
	       Configuring
	      -70-642 TS: Windows Server 2008 Network
	       Infrastructure, Configuring

Novell
• Novell SUSE Linux Fundamentals

Oracle
• Oracle Database 11g Administrator Certified Professional
	      -1Z0-047 Oracle Database SQL Expert
	      -1Z0-051 Oracle Database 11g: SQL Fundamentals I
	      -1Z0-052 Oracle Database 11g: Administration I
	      -1Z0-053 Oracle Database 11g: Administration II

• Oracle Database 11g Administrator Certified Associate
	      -1Z0-047 Oracle Database SQL Expert
	      -1Z0-051 Oracle Database 11g: SQL Fundamentals I
	      -1Z0-052 Oracle Database 11g: Administration I

• Oracle Database 11g Administrator Certified Professional 
Upgrade Path

	      -1Z0-050 Oracle Database 11g: New Features for
	       Administrators

• Oracle Application Server 10g Administrator: Certified 
Associate

	      -1Z0-311 Oracle Application Server 10g: Administration I

• Oracle Database 10g Administrator Certified Professional 
Upgrade Path

	      -1Z0-040 Oracle Database 10g: New Features for
	       Administrators

• Oracle Database 10g Administrator Certified Associate
	      -1Z0-042 Oracle Database 10g: Administration I
	      -1Z0-051 Oracle Database 11g: SQL Fundamentals I
	      -1Z0-047 Oracle Database SQL Expert

• Oracle Database 10g Administrator Certified Professional
	      -1Z0-043 Oracle Database 10g: Administration II

• Oracle Database 11g Performance Tuning Certified Expert
	      -1Z0-047 Oracle Database SQL Expert
	      -1Z0-051 Oracle Database 11g: SQL Fundamentals I
	      -1Z0-052 Oracle Database 11g: Administration I
	      -1Z0-053 Oracle Database 11g: Administration II
	      -1Z0-054 Oracle Database 11g: Performance Tuning

• Oracle Database: SQL Certified Expert
	      -1Z0-047 Oracle Database SQL Expert

• Oracle PL/SQL Developer Certified Associate
	      -1Z0-047 Oracle Database SQL Expert
	      -1Z0-051 Oracle Database 11g: SQL Fundamentals I
	      -1Z0-144 Oracle Database 11g: Program with PL/SQL

Sun Microsystems
• Solaris 9 Operating Environments Certification
	      -310-014 Sun Certified System Administrator for Solaris
	       9 Operating Environment: Exam 1
	      -310-015 Sun Certified System Administrator for Solaris
	       9 Operating Environment: Exam II

• Sun Certified Programmer for the Java 2 Platform
	      -310-065 Sun Certified Programmer for the Java
	       Platform, Standard Edition 6.0
	      -310-055 Sun Certified Programmer for the Java 2
	       Platform, Standard Edition 5.0
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Planes de estudio de 
Técnicas de Negocios

Business Strategy and 
Operations
P rograma de estudio de                   
O peraciones        

Información general de ISO 9000:2000
Crear un Sistema de Gestión de la Calidad . . . . . . .       OPER1402
Una dirección orientada a la calidad . . . . . . . . . . . .            OPER1403
La satisfacción del cliente mediante la
 gestión de recursos  . . . . . . . . . . . . . . . . . . . . . . . . .                         OPER1404
Mejora continua de la calidad . . . . . . . . . . . . . . . . . .                 OPER1406

Business Strategy and 
Operations
P rograma de estudio de                   
planificaci           ó n estrat        é gica  

Cómo escribir un caso comercial
Presentando el caso  . . . . . . . . . . . . . . . . . . . . . . . . .                         STGY1216

Estrategia de negocios global
Gestión de negocios y estrategia . . . . . . . . . . . . . . .               STGY1321

Pensamiento de sistemas en el siglo XXI
Modelos de pensamiento sistémico y
habilidades de pensamiento . . . . . . . . . . . . . . . . . . .                   STGY1403

Business Strategy and 
Operations
P rograma de estudio de                   
M arketing      

Marketing estratégico en acción
Elementos de la estrategia de marketing  . . . . . . . . .         MKT1201
Análisis del mercado . . . . . . . . . . . . . . . . . . . . . . . . .                          MKT1202
Factores competitivos en el marketing 
estratégico . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                  MKT1203
Elaborar un plan de marketing: fase 1 . . . . . . . . . . .            MKT1204
Elaborar un plan de marketing: la 
estrategia creativa . . . . . . . . . . . . . . . . . . . . . . . . . . .                            MKT1205
Diseñar una campaña de marketing  . . . . . . . . . . . .             MKT1206

Finance, Human Resources 
and Administration
P rograma de estudio de                   
F inan    z as y     C ontabilidad         

Finanzas comerciales para gerentes
La gestión de efectivo . . . . . . . . . . . . . . . . . . . . . . . . . .                          FIN1143
Estados y análisis financieros . . . . . . . . . . . . . . . . . . . .                   FIN1144
Fuentes de financiamiento . . . . . . . . . . . . . . . . . . . . . .                      FIN1145

Finance, Human Resources 
and Administration
P rograma de estudio de                   
R ecursos        H umanos    

Entrevistas Conductistas
Preparación de la entrevista basada en 
el comportamiento . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                            HR1213
Realización de entrevistas basadas en 
el comportamiento . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                            HR1214

Finance, Human Resources 
and Administration
P rograma de estudio de                   
S oporte       A dministrativo           

Essential Skills for Administrative Support 
Professionals
Profesionales administrativos: 
representar a su jefe . . . . . . . . . . . . . . . .                ad_01_a01_bs_esdo
Profesionales administrativos: 
interactuar con otros . . . . . . . . . . . . . . . .                ad_01_a04_bs_esdo
Profesionales administrativos: causar 
una buena impresión . . . . . . . . . . . . . . . .                ad_01_a05_bs_esdo

Management and 
Leadership
P rograma de estudio de                   
G esti    ó n

Habilidades básicas para los Gerentes de mañana
Competencias para futuros gerentes . . . . . . . . . . .           MGMT1111
Herramientas de desarrollo para 
futuros gerentes . . . . . . . . . . . . . . . . . . . . . . . . . . . .                           MGMT1112
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El gerente como instructor y asesor . . . . . . . . . . . .            MGMT1113
El gerente como defensor del proyecto  . . . . . . . . .         MGMT1114
Fundamentos sobre la responsabilidad 
del gerente . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                MGMT1115
Aprendizaje continuo para el futuro gerente . . . . .     MGMT1116

Cómo disciplinar a los empleados; cómo corregir 
problemas del desempeño
Motivar a los empleados y reconocer 
su trabajo . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                 MGMT1133

Excelencia gerencial: Evaluaciones basadas en el 
desempeño
Diseño de evaluaciones eficaces basadas 
en el rendimiento . . . . . . . . . . . . . . . . . . . . . . . . . . .                           MGMT1142
Evaluación basada en el rendimiento:
 la visión del empleado . . . . . . . . . . . . . . . . . . . . . .                      MGMT1144
Evaluación de un equipo orientado al 
rendimiento  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                               MGMT1145

El facilitador exitoso
Facilitación de reuniones y grupos de trabajo . . . .    MGMT1233
La facilitación en situaciones conflictivas . . . . . . .       MGMT1234
Principios básicos de la facilitación: 
técnicas y herramientas  . . . . . . . . . . . . . . . . . . . . .                     MGMT1232

El entrenador consumado
Fundamentos de la instrucción . . . . . . . . . . . . . . . .               MGMT1242
Funciones del instructor  . . . . . . . . . . . . . . . . . . . . .                     MGMT1243
Guía de rendimiento del directivo: técnicas 
de coaching  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                               MGMT1246

Orientación en los principios básicos
Labor eficaz de mentor . . . . . . . . . . . . . . . . . . . . . .                      MGMT1251
El directivo como mentor . . . . . . . . . . . . . . . . . . . . .                    MGMT1252

Dirigiendo a otros a través del cambio
El liderazgo en tiempos de cambio . . . . . . . . . . . . .            MGMT1331

Cómo apoyar a los empleados a través de los 
procesos de cambio
Incorporar el cambio en la empresa . . . . . . . . . . . .           MGMT1183

Evaluación del desempeño
Evaluación del desempeño . . . . . . . . . . . . . . . . . . .                   MGMT1342

Habilidades de delegación
Fundamentos de la delegación . . . . . . . . . . . . . . . .               MGMT1261
El enfoque personal en la delegación  . . . . . . . . . .          MGMT1262

Managing Organizational Change
Gestión del cambio: entender 
el cambio  . . . . . . . . . . . . . . . . . . . . . .                       mgmt_13_a01_bs_esdo
Gestión del cambio: construir un apoyo 
positivo para el cambio . . . . . . . . . . .            mgmt_13_a02_bs_esdo
Gestión del cambio: abordar la resistencia 
al cambio  . . . . . . . . . . . . . . . . . . . . . .                       mgmt_13_a03_bs_esdo
Gestión del cambio: sostener el cambio en
 la organización  . . . . . . . . . . . . . . . . .                  mgmt_13_a04_bs_esdo

Business Coaching Essentials
Entrenamiento empresarial: prepararse 
para brindar entrenamiento 
personalizado . . . . . . . . . . . . . . . . . . .                    mgmt_14_a01_bs_esdo
Entrenamiento empresarial: dirigir 
sesiones de entrenamiento . . . . . . . .         mgmt_14_a02_bs_esdo
Entrenamiento empresarial: construir una 
relación de entrenamiento  . . . . . . . .         mgmt_14_a03_bs_esdo
Entrenamiento empresarial: utilizar distintos 
estilos de entrenamiento . . . . . . . . . . mgmt_14_a04_bs_esdo

Management and 
Leadership
P rograma de estudio de                   
lidera      z go

Moving from Management to Leadership
Comunicación y liderazgo . . . . . . . . . . .           lead_01_a05_bs_esdo
La efectividad de la preparación . . . . . lead_01_a06_bs_esdo
Liderazgo y cambio  . . . . . . . . . . . . . . . .                lead_01_a07_bs_esdo
El líder modelo . . . . . . . . . . . . . . . . . . . .                    lead_01_a08_bs_esdo

Leadership Essentials
Aspectos esenciales del liderazgo: 
Motivar a los empleados . . . . . . . . . . . .            lead_05_a01_bs_esdo
Aspectos esenciales del liderazgo: 
Comunicar su visión . . . . . . . . . . . . . . . .               lead_05_a02_bs_esdo
Aspectos esenciales del liderazgo: Lograr
 influencia como líder  . . . . . . . . . . . . . .              lead_05_a03_bs_esdo
Aspectos esenciales del liderazgo: Dirigir 
con inteligencia emocional . . . . . . . . . .          lead_05_a04_bs_esdo
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Aspectos esenciales del liderazgo: Dirigir 
la ejecución comercial . . . . . . . . . . . . . .              lead_05_a05_bs_esdo
Aspectos esenciales del liderazgo: 
Liderar la innovación . . . . . . . . . . . . . . .               lead_05_a06_bs_esdo
Aspectos esenciales del liderazgo: 
Dirigir el cambio . . . . . . . . . . . . . . . . . . .                   lead_05_a07_bs_esdo
Aspectos esenciales del liderazgo: 
Crear su plan de desarrollo 
de liderazgo  . . . . . . . . . . . . . . . . . . . . . .                      lead_05_a08_bs_esdo

Cómo conducir desde la primera línea
Liderazgo y cultura organizacional . . . . . . . . . . . . . .              LEAD1122
Dinamizar y delegar poder  . . . . . . . . . . . . . . . . . . . .                    LEAD1123
El liderazgo y el trabajador del conocimiento  . . . . .     LEAD1124
Liderar el cambio desde primera línea . . . . . . . . . . .          LEAD1125
La dinámica del liderazgo . . . . . . . . . . . . . . . . . . . . .                     LEAD1126

Cómo moverse de la Gestión al Liderazgo
La marca de un líder . . . . . . . . . . . . . . . . . . . . . . . . .                         LEAD1221
Comunicación de una visión compartida . . . . . . . . .         LEAD1222
El líder con recursos  . . . . . . . . . . . . . . . . . . . . . . . . .                         LEAD1223
Supresión de las barreras al rendimiento . . . . . . . .        LEAD1224
La comunicación en un líder . . . . . . . . . . . . . . . . . . .                   LEAD1225
Instrucción para el rendimiento . . . . . . . . . . . . . . . .                LEAD1226
Cómo liderar en el cambio  . . . . . . . . . . . . . . . . . . . .                    LEAD1227
El líder como modelo . . . . . . . . . . . . . . . . . . . . . . . . .                         LEAD1228

Professional Effectiveness 
P rograma de estudio de                   
comunicaciones            

Emotional Intelligence at Work
Liderazgo emocionalmente 
inteligente . . . . . . . . . . . . . . . . . . . . . .                      comm_09_a05_bs_esdo

El dominio de la comunicación interpersonal
Dinámica de la comunicación interpersonal . . . . .     COMM1111
Herramientas de comunicación . . . . . . . . . . . . . . .               COMM1112
Las diversas facetas de la comunicación  . . . . . . .       COMM1113
El lado interpersonal del conflicto  . . . . . . . . . . . . .             COMM1114
Habilidades interpersonales para 
los negocios . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                               COMM1115
Desarrollo de capacidades
 interpersonales en su staff  . . . . . . . . . . . . . . . . . .                  COMM1116

Técnicas de escucha eficaz
Los fundamentos de la escucha . . . . . . . . . . . . . . .              COMM1151

Cómo relacionarse y trabajar con personas difíciles
Personas difíciles en el lugar de trabajo  . . . . . . . .        COMM1161

Técnicas de escritura para maximizar los resultados 
comerciales
Estudio de las nuevas bases de 
escritura comercial  . . . . . . . . . . . . . . . . . . . . . . . . .                         COMM1221
Escritura de reportes y propuestas de 
impacto . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                   COMM1222

Haciendo frente al desafío de las presentaciones
Los fundamentos de las presentaciones . . . . . . . .        COMM1321
Exposición de presentaciones eficaces . . . . . . . . .         COMM1324

Cómo obtener resultados sin autoridad
Construir relaciones para obtener 
resultados . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                COMM1511

Inteligencia emocional en el lugar de trabajo
¿Qué es la inteligencia emocional?  . . . . . . . . . . . .            COMM1141
Inteligencia emocional en el trabajo . . . . . . . . . . . COMM1142
Trabajo en equipo e inteligencia 
emocional . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                 COMM1143

Reuniones de negocios eficaces
Cómo dirigir reuniones eficaces en la 
empresa . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                  COMM1332

Comunicación afirmativa
Adopte un estilo profesional asertivo . . . . . . . . . . .           COMM1171

Técnicas comunicativas interpersonales en los 
negocios
Habilidades comunicativas para la
 resolución de conflictos . . . . . . . . . . . . . . . . . . . . .                     COMM1006

Uso eficaz de los comentarios y sugerencias en los 
negocios
Dar Feedback: una guía para directivos . . . . . . . . .        COMM1525

La negociación para ganar: Lograr los resultados 
deseados
El proceso de negociación . . . . . . . . . . . . . . . . . . . .                   COMM1503
Cerrar un trato . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             COMM1501

Interpersonal Communication
Comunicación interpersonal: comunicarse 
con seguridad . . . . . . . . . . . . . . . . . . .                   comm_21_a01_bs_esdo
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Comunicación interpersonal: enfocar 
su mensaje . . . . . . . . . . . . . . . . . . . . .                     comm_21_a02_bs_esdo
Comunicación interpersonal: comunicarse de 
forma asertiva  . . . . . . . . . . . . . . . . . .                  comm_21_a04_bs_esdo
Comunicación interpersonal: 
ser accesible  . . . . . . . . . . . . . . . . . . .                   comm_21_a05_bs_esdo

Workplace Conflict
Conflictos en el lugar de trabajo: 
reconocimiento de los conflictos y 
respuesta ante ellos  . . . . . . . . . . . . .             comm_22_a01_bs_esdo
Conflictos en el lugar de trabajo: 
estrategias para la resolución de 
conflictos  . . . . . . . . . . . . . . . . . . . . . .                      comm_22_a02_bs_esdo

Workplace Conflict
Elementos esenciales de la negociación: 
¿qué es la negociación? . . . . . . . . . .          comm_24_a01_bs_esdo
Elementos esenciales de la negociación: 
planificar la negociación  . . . . . . . . . .          comm_24_a02_bs_esdo
Elementos esenciales de la negociación: 
comunicación  . . . . . . . . . . . . . . . . . .                  comm_24_a03_bs_esdo

Professional Effectiveness
P rograma de estudio de                   
D esarrollo personal                

Cómo alcanzar el equilibrio en su vida personal y 
profesional
Gestión del tiempo . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             PD1113
Combatir el estres . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             PD1114

Cómo superar el exceso de trabajo- cómo administrar 
la memoria y el tiempo
El tiempo como recurso . . . . . . . . . . . . . . . . . . . . . . . . .                         PD1121
Eliminar los factores que hacen perder 
el tiempo . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                    PD1122
Organizarse para recordar . . . . . . . . . . . . . . . . . . . . . . .                      PD1123
Programa para administrar el tiempo y 
la memoria . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                   PD1124

Resolución de problemas y toma de decisiones en los 
negocios
Fundamentos del pensamiento eficaz . . . . . . . . . . . . .             PD1231
Contextualizar el problema . . . . . . . . . . . . . . . . . . . . . .                      PD1232
Idear alternativas para solucionar 
los problemas . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                PD1233

Toma de decisiones dinámica . . . . . . . . . . . . . . . . . . . .                   PD1234
Implementar y valorar una decisión . . . . . . . . . . . . . . .               PD1235
Resolución de problemas y toma de 
decisiones en grupo . . . . . . . . . . . . . . . . . . . . . . . . . . . .                           PD1236

Trabajar sin una red- El negocio del riesgo
Planificación estratégica y gestión de riesgos . . . . . . .       PD1244

Creatividad e innovación en el lugar de trabajo
Los fundamentos de la creatividad y
 la innovación . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                 PD1031

Cómo enfrentar el cambio en la organización
Comunicación durante el cambio 
organizacional  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                PD1193

Optimizing Your Work/Life Balance
Optimización del equilibrio entre
 trabajo y vida personal: análisis 
de su equilibrio de vida . . . . . . . . . . . . . .              pd_06_a01_bs_esdo
Optimización del equilibrio entre 
trabajo y vida personal: mantener 
su equilibrio vital  . . . . . . . . . . . . . . . . . . .                   pd_06_a02_bs_esdo
Optimización del equilibrio entre su 
trabajo y su vida personal: tomar 
el control de su estrés . . . . . . . . . . . . . . .               pd_06_a03_bs_esdo

Diversity on the Job
La diversidad en el trabajo: la importancia 
de la diversidad y los cambios en el 
lugar de trabajo . . . . . . . . . . . . . . . . . . . .                    pd_07_a01_bs_esdo
La diversidad en el trabajo: nosotros 
ante la diversidad . . . . . . . . . . . . . . . . . . .                   pd_07_a02_bs_esdo

Managing Your Career
Gestión de la carrera profesional: 
creación de un plan . . . . . . . . . . . . . . . . .                 pd_10_a01_bs_esdo
Gestión de la carrera profesional: 
ir por buen camino . . . . . . . . . . . . . . . . . .                  pd_10_a02_bs_esdo
Gestión de la carrera profesional: elementos 
esenciales para la formación de una red de 
contactos profesionales  . . . . . . . . . . . . .             pd_10_a03_bs_esdo
Gestión de la carrera profesional: 
usted y su jefe  . . . . . . . . . . . . . . . . . . . . .                     pd_10_a04_bs_esdo
Gestión de la carrera profesional: aprovechar 
la evaluación de rendimiento  . . . . . . . . .         pd_10_a05_bs_esdo
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Effective Time Management
Gestión del tiempo: analizar cómo 
emplea su tiempo  . . . . . . . . . . . . . . . . . .                  pd_11_a01_bs_esdo
Gestión del tiempo: planificar 
el tiempo y establecer un orden 
de prioridades  . . . . . . . . . . . . . . . . . . . . .                     pd_11_a02_bs_esdo
Gestión del tiempo: evitar los ladrones 
de tiempo . . . . . . . . . . . . . . . . . . . . . . . . .                         pd_11_a03_bs_esdo

Problem Solving and Decision Making Strategies
Resolución de problemas: 
fundamentos  . . . . . . . . . . . . . . . . . . . . . .                      pd_12_a01_bs_esdo
Resolución de problemas: identificar 
y desarrollar las fortalezas  . . . . . . . . . . .           pd_12_a02_bs_esdo
Resolución de problemas: 
profundizar . . . . . . . . . . . . . . . . . . . . . . . .                        pd_12_a03_bs_esdo
Toma de decisiones: 
fundamentos  . . . . . . . . . . . . . . . . . . . . . .                      pd_12_a04_bs_esdo
Toma de decisiones: herramientas 
y técnicas . . . . . . . . . . . . . . . . . . . . . . . . .                         pd_12_a05_bs_esdo
Toma de decisiones: tomar 
decisiones difíciles . . . . . . . . . . . . . . . . . .                  pd_12_a06_bs_esdo

Project Effectiveness 
P rograma de estudio de                   
F ormaci      ó n de equipos          

Leading Teams
Liderazgo de equipos: Crear un 
equipo exitoso  . . . . . . . . . . . . . . . . . . .                   team_03_a01_bs_esdo
Liderazgo de equipos: Establecer 
metas, roles y pautas . . . . . . . . . . . . . .             team_03_a02_bs_esdo
Liderazgo de equipos: Desarrollar 
el equipo y su cultura . . . . . . . . . . . . . .             team_03_a03_bs_esdo
Liderazgo de equipos: Generar 
confianza y compromiso . . . . . . . . . . .           team_03_a04_bs_esdo
Liderazgo de equipos: Fomentar
 la comunicación efectiva y 
la colaboración . . . . . . . . . . . . . . . . . . .                  team_03_a05_bs_esdo
Liderazgo de equipos: Motivar y 
optimizar el desempeño  . . . . . . . . . . .           team_03_a06_bs_esdo
Liderazgo de equipos: Enfrentar 
el conflicto  . . . . . . . . . . . . . . . . . . . . . .                      team_03_a07_bs_esdo
Liderazgo de equipos: Gerencia de 
equipos virtuales . . . . . . . . . . . . . . . . .                 team_03_a08_bs_esdo

Atributos de equipos de trabajo de éxito
Afrontar y resolver conflictos . . . . . . . . . . . . . . . . . . .                  TEAM1106

Gestión y dirección del equipo virtual
Colaboración en equipos virtuales . . . . . . . . . . . . . .              TEAM1223
Gestion de un proyecto virtual  . . . . . . . . . . . . . . . . .                 TEAM1224

Creación de un equipo de proyectos de alto 
desempeño
Formar un equipo de alto rendimiento . . . . . . . . . . .          TEAM1141
Harnessing Collective Knowledge . . . . . . . . . . . . . . .              TEAM1142
Mantener el máximo rendimiento 
del equipo de proyecto  . . . . . . . . . . . . . . . . . . . . . . .                       TEAM1145

Participación en un equipo de proyectos
Habilidades de comunicación del equipo 
de proyecto . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                 TEAM1132
La formación de equipos es un trabajo 
interno . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                    TEAM1133
Resolución de problemas en equipos 
de proyectos . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                TEAM1134

Participación en equipos
Comunicación efectiva en los equipos . . . . . . . . . . .           TEAM1172
La función del individuo en el equipo . . . . . . . . . . . .           TEAM1173

Optimizing Your Performance on a Team
Ser un miembro eficiente del 
equipo . . . . . . . . . . . . . . . . . . . . . . . . . .                          team_02_a01_bs_esdo
Establecer las metas y las responsabilidades 
del equipo . . . . . . . . . . . . . . . . . . . . . . .                      team_02_a02_bs_esdo
Elementos de un equipo unido . . . . . .      team_02_a03_bs_esdo
Comunicación eficaz en el 
equipo . . . . . . . . . . . . . . . . . . . . . . . . . .                          team_02_a04_bs_esdo
Usar los comentarios para mejorar 
el desempeño del equipo  . . . . . . . . . .          team_02_a05_bs_esdo

Sales and Customer Facing 
Skills
P rograma de estudio de                   
V entas   

Ventas: Un enfoque en las soluciones
El paso de vender productos a vender 
soluciones . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                   SALE1141
Prospección de clientes . . . . . . . . . . . . . . . . . . . . . . .                       SALE1142
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Cómo influir en la decisión de su cliente . . . . . . . . .         SALE1144
Presentación de su solución . . . . . . . . . . . . . . . . . . .                   SALE1145

Ventas en el nivel ejecutivo
Prepararse para el éxito  . . . . . . . . . . . . . . . . . . . . . .                      SALE1221
Planificación estratégica . . . . . . . . . . . . . . . . . . . . . .                      SALE1222
Avanzar en una venta compleja  . . . . . . . . . . . . . . . .                SALE1223
Presentar su propuesta . . . . . . . . . . . . . . . . . . . . . . .                       SALE1224
Negociar en beneficio mutuo . . . . . . . . . . . . . . . . . .                  SALE1225

Habilidades de ventas de cuentas territoriales
El método de ventas de cuentas territoriales  . . . . .     SALE1111
Comprender la empresa de su cliente objetivo . . . .    SALE1112
Usar eficazmente las reuniones de 
investigación centradas en el cliente . . . . . . . . . . . .            SALE1113
Adquirir acceso al personal clave en 
sus cuentas objetivo  . . . . . . . . . . . . . . . . . . . . . . . . .                         SALE1114

Habilidades de ventas de cuentas estratégicas
Comprender a su cliente . . . . . . . . . . . . . . . . . . . . . .                      SALE1132

Producción de ventas SalesUniversity: Un modelo de 
éxito
Fabricación de Ventas: identificar las 
oportunidades de ventas . . . . . . . . . . . . . . . . . . . . . .SALE1421

Gestión de Ventas
Construir un equipo de ventas ganador . . . . . . . . . .          SALE1151

Habilidades de ventas de campo
Fundamentos de las ventas de campo  . . . . . . . . . .          SALE1101
Planificar su enfoque de ventas de campo . . . . . . .       SALE1102
Aplicar su enfoque de ventas de campo  . . . . . . . . .         SALE1103

Sales and Customer Facing 
Skills
P rograma de estudio de                   
S ervicio al           C liente    

Cómo destacarse en el servicio al Cliente
Fundamentos del servicio de atención 
al cliente: crear compenetración en 
las relaciones con el cliente  . . . . . . . . .         cust_09_a01_bs_esdo
Servicio de atención al cliente 
sobre el terreno . . . . . . . . . . . . . . . . . . .                   cust_09_a02_bs_esdo

Servicio de atención al cliente 
por teléfono  . . . . . . . . . . . . . . . . . . . . . .                      cust_09_a03_bs_esdo
Servicio de atención al cliente 
interno . . . . . . . . . . . . . . . . . . . . . . . . . . .                          cust_09_a04_bs_esdo
Confrontación y conflicto en el servicio 
de atención al cliente  . . . . . . . . . . . . . .              cust_09_a05_bs_esdo
Dar forma a la dirección del servicio de atención 
al cliente en su organización  . . . . . . . .        cust_09_a06_bs_esdo

Cómo destacarse en el servicio al Cliente
Los fundamentos de una atención 
excepcional al cliente . . . . . . . . . . . . . . . . . . . . . . . . CUST1102
La voz del cliente . . . . . . . . . . . . . . . . . . . . . . . . . . . .                            CUST1103
Avances en su pericia para atender . . . . . . . . . . . . .             CUST1104
Clientes, conflictos y enfrentamientos . . . . . . . . . . .           CUST1105
Superación de situaciones difíciles en 
la atención al cliente . . . . . . . . . . . . . . . . . . . . . . . . .                         CUST1106
Instilar excelencia en el servicio: 
el acrónimo EXCEL . . . . . . . . . . . . . . . . . . . . . . . . . . .                           CUST1107
Estrellas del servicio y equipos de servicio . . . . . . .       CUST1108

Técnicas de Centros de Atención de Primera Línea
Servicios al cliente en un centro de llamadas . . . . .     CUST1113

Cómo medir la satisfacción del cliente
Qué quiere el cliente . . . . . . . . . . . . . . . . . . . . . . . . .                         CUST1131
Satisfacción del cliente: del análisis a 
la puesta en práctica . . . . . . . . . . . . . . . . . . . . . . . . .                         CUST1133

Servicio de atención al cliente interno
Excelencia en el servicio al cliente interno  . . . . . . .       CUST1141
Trabajar con clientes internos . . . . . . . . . . . . . . . . . .                 CUST1142

Cómo administrar un departamento centrado en el 
cliente
Dirigir un equipo centrado en el cliente . . . . . . . . . .           CUST1174
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Temas del curso de 
técnicas comerciales 

Business Strategy and 
Operations
P rograma de estudio de                   
planificaci           ó n estrat        é gica  

Los fundamentos de la globalización
La globalización en un mundo cambiante . . . . . . . .        STGY2351
La globalización y su compañía  . . . . . . . . . . . . . . . .                STGY2352
El proceso de globalización de 
un producto o servicio . . . . . . . . . . . . . . . . . . . . . . . .                        STGY2353

Business Strategy and 
Operations 

T emas     del    curso      de  
marketin        g

Marketing estratégico en acción
Elementos de la estrategia de marketing  . . . . . . . . .         MKT2201
Análisis del mercado . . . . . . . . . . . . . . . . . . . . . . . . .                          MKT2202
Factores competitivos en el marketing
 estratégico . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                  MKT2203
Elaborar un plan de marketing: fase 1 . . . . . . . . . . .            MKT2204
Elaborar un plan de marketing: la 
estrategia creativa . . . . . . . . . . . . . . . . . . . . . . . . . . .                            MKT2205
Diseñar una campaña de marketing  . . . . . . . . . . . .             MKT2206

Cómo crear estrategias de marca en línea
Introducción a las estrategias de 
marca online . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                MKT2221
El marketing online  . . . . . . . . . . . . . . . . . . . . . . . . . .                           MKT2222
Estrategias para la creación de una 
marca online . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                 MKT2223

Finance, Human Resources 
and Administration
T emas del curso de recursos                        
humanos     

Fundamentos de la gestión de recursos humanos
Crear el clima adecuado para lograr 
el rendimiento deseado . . . . . . . . . . . . . . . . . . . . . . . . .                        HR2104

Cómo manejar la diversidad e integración
Ética empresarial . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                              HR2113

Aspectos fundamentales de los problemas en el 
lugar de trabajo
Integración en la empresa . . . . . . . . . . . . . . . . . . . . . . .                      HR2143

Management and 
Leadership
M anagement          C urriculum       

Técnicas básicas para futuros directores
Competencias de los directivos del mañana . . . . .     MGMT2111
Habilidades directivas para los líderes 
del mañana  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                               MGMT2112
El directivo como coach y asesor . . . . . . . . . . . . . .              MGMT2113
El gestor como jefe de proyecto  . . . . . . . . . . . . . . .               MGMT2114
Manual del directivo para garantizar 
la responsabilidad . . . . . . . . . . . . . . . . . . . . . . . . . .                          MGMT2115

Cómo disciplinar una plantilla de trabajadores y 
corregir problemas de rendimiento
Motivar a los empleados y reconocer 
su trabajo . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                 MGMT2133

Excelencia administrativa: Valoraciones basadas en el 
rendimiento
Diseño de evaluaciones eficaces basadas 
en el rendimiento . . . . . . . . . . . . . . . . . . . . . . . . . . .                           MGMT2142
Evaluación basada en el rendimiento:
la visión del empleado . . . . . . . . . . . . . . . . . . . . . . .                      MGMT2144
Evaluación de un equipo orientado 
al rendimiento  . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             MGMT2145

Cómo ayudar a los empleados en un proceso de 
cambio
Adaptación a los cambios . . . . . . . . . . . . . . . . . . . .                    MGMT2182
Incorporar el cambio en la empresa . . . . . . . . . . . .           MGMT2183

El facilitador exitoso
Principios básicos de la facilitación: 
técnicas y herramiento  . . . . . . . . . . . . . . . . . . . . . .                      MGMT2232
Facilitación de reuniones y grupos 
de trabajo . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                 MGMT2233
La facilitación en situaciones conflictivas . . . . . . .       MGMT2234
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El director consumado
Principios básicos del coaching  . . . . . . . . . . . . . . .               MGMT2242
Los distintos papeles del coach . . . . . . . . . . . . . . .               MGMT2243
Guía de rendimiento del directivo: 
técnicas de coaching . . . . . . . . . . . . . . . . . . . . . . . .                        MGMT2246

Aspectos esenciales de la supervisión
El directivo como mentor . . . . . . . . . . . . . . . . . . . . .                    MGMT2252

Cómo llevar a otros al cambio
El liderazgo en tiempos de cambio . . . . . . . . . . . . .            MGMT2331

Evaluación del rendimiento
Evaluación del rendimiento . . . . . . . . . . . . . . . . . . .                  MGMT2342

Cómo dirigir con confianza
Habilidades de los formadores . . . . . . . . . . . . . . . .                MGMT2284

Cómo gestionar los problemas de rendimiento
Identificación de problemas de rendimiento . . . . .     MGMT2162

Técnicas de la delegación
Fundamentos de la delegación . . . . . . . . . . . . . . . .               MGMT2261
El enfoque personal en la delegación  . . . . . . . . . .          MGMT2262

Management and 
Leadership
T emas del curso sobre                  
lidera      z go

Leadership Essentials
Aspectos esenciales del liderazgo: 
motivar a los empleados . . . . . . . . . . . .            lead_05_a01_bs_eses
Aspectos esenciales del liderazgo: 
comunicar la visión  . . . . . . . . . . . . . . . .                lead_05_a02_bs_eses
Aspectos esenciales del liderazgo: establecer 
su influencia como líder  . . . . . . . . . . . .            lead_05_a03_bs_eses
Aspectos esenciales del liderazgo: liderar 
con inteligencia emocional . . . . . . . . . .          lead_05_a04_bs_eses
Aspectos esenciales del liderazgo: dirigir 
la ejecución comercial . . . . . . . . . . . . . .              lead_05_a05_bs_eses
Aspectos esenciales del liderazgo: 
liderar la innovación . . . . . . . . . . . . . . . lead_05_a06_bs_eses
Aspectos esenciales del liderazgo: 
liderar el cambio  . . . . . . . . . . . . . . . . . .                  lead_05_a07_bs_eses

Aspectos esenciales del liderazgo: 
crear su propio plan de desarrollo 
de liderazgo  . . . . . . . . . . . . . . . . . . . . . .                      lead_05_a08_bs_eses

Cómo dirigir desde la primera línea
Liderazgo y cultura organizacional . . . . . . . . . . . . . .              LEAD2122
Dinamizar y delegar poder  . . . . . . . . . . . . . . . . . . . .                    LEAD2123
El liderazgo y el trabajador del conocimiento  . . . . .     LEAD2124
Liderar el cambio desde primera línea . . . . . . . . . . .          LEAD2125
La dinámica del liderazgo . . . . . . . . . . . . . . . . . . . . .                     LEAD2126

Cómo pasar de la dirección al liderazgo
La marca del líder  . . . . . . . . . . . . . . . . . . . . . . . . . . .                           LEAD2221
Compartir una visión de futuro . . . . . . . . . . . . . . . . .                 LEAD2222
El líder como impulsor . . . . . . . . . . . . . . . . . . . . . . . .                        LEAD2223
Comunicarse como un líder  . . . . . . . . . . . . . . . . . . .                   LEAD2225
Coaching para mejorar el rendimiento . . . . . . . . . . .          LEAD2226
Liderar el cambio . . . . . . . . . . . . . . . . . . . . . . . . . . . .                            LEAD2227
El líder como modelo . . . . . . . . . . . . . . . . . . . . . . . . .                         LEAD2228

Professional Effectiveness
C ommunication             C urriculum       

E-mail Essentials for Business
Uso efectivo del correo electrónico y la 
mensajería instantánea . . . . . . . . . . .            comm_17_a01_bs_eses
Dirigir y redistribuir el correo 
electrónico . . . . . . . . . . . . . . . . . . . . .                      comm_17_a02_bs_eses
Gestión del correo electrónico  . . . . .      comm_17_a03_bs_eses

Telephone Essentials for Business
Habilidades esenciales para llamadas 
telefónicas profesionales  . . . . . . . . .         comm_18_a01_bs_eses

Cómo dirigir y trabajar con personal difícil
Personas conflictivas en el lugar de trabajo  . . . . .     COMM2161

Fundamentos de la escritura comercial
Escribir con una finalidad . . . . . . . . . . . . . . . . . . . .                    COMM2011

Cómo dominar la comunicación interpersonal
Dinámica de la comunicación interpersonal . . . . .     COMM2111
Herramientas de comunicación . . . . . . . . . . . . . . .               COMM2112
Habilidades de comunicación del 
equipo de proyecto . . . . . . . . . . . . . . . . . . . . . . . . . .                         COMM2113
El lado interpersonal del conflicto  . . . . . . . . . . . . .             COMM2114

Click to Return to 
Table of Contents



Online 
Learning

Habilidades interpersonales para 
los negocios . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                               COMM2115
Mejore las habilidades interpersonales 
de su equipo . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                              COMM2116

Fundamentos del correo electrónico
El correo electrónico y la comunicación 
en la empresa  . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             COMM2233

Encuentros de negocios efectivos
Cómo dirigir reuniones eficaces en
la empresa . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                COMM2332

Cómo obtener resultados sin mostrar autoridad
Obtención de resultados gracias a 
la comunicación . . . . . . . . . . . . . . . . . . . . . . . . . . . .                            COMM2515

Uso efectivo del intercambio de información en los 
negocios
Cómo proporcionar retroalimentación: 
Manual para el superior  . . . . . . . . . . . . . . . . . . . . .                     COMM2525

Inteligencia emocional en el lugar de trabajo
¿Qué es la inteligencia emocional?  . . . . . . . . . . . .            COMM2141
Inteligencia emocional en el trabajo . . . . . . . . . . . COMM2142
Trabajo en equipo e inteligencia emocional . . . . . .     COMM2143
Intensificar su inteligencia emocional  . . . . . . . . . .          COMM2144

Comunicación asertiva
Adopte un estilo profesional asertivo . . . . . . . . . . .           COMM2171
Reafirmación personal desde adentro 
hacia afuera . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                               COMM2172

Negociar para ganar: Cómo obtener los resultados 
deseados
Cerrar un trato . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             COMM2501
El proceso de negociación . . . . . . . . . . . . . . . . . . . .                   COMM2503
La dinámica de la interacción . . . . . . . . . . . . . . . . .                 COMM2504
El negociador experto  . . . . . . . . . . . . . . . . . . . . . . .                       COMM2507

Professional Effectiveness
P ersonal        D evelopment        
C urriculum       

Telecommuting and the Remote Employee
Conceptos básicos sobre el trabajo a 
distancia: maximizar la productividad 
como empleado a distancia  . . . . . . . . . .           pd_08_a01_bs_eses
Conceptos básicos sobre el trabajo a 
distancia: estrategias de comunicación
 para los empleados a distancia . . . . . . .       pd_08_a02_bs_eses

Generating Creative & Innovative Ideas
Generar ideas creativas e innovadoras: 
mejora de la creatividad . . . . . . . . . . . . .              pd_09_a01_bs_eses
Generar ideas creativas e innovadoras: 
Maximizar la creatividad del equipo . . . .    pd_09_a02_bs_eses
Generar ideas creativas e innovadoras: 
verificar y desarrollar ideas . . . . . . . . . . .           pd_09_a03_bs_eses

Cómo lograr el equilibrio entre la vida personal y la 
profesional
Gestión del tiempo . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             PD2113
Combatir el estrés . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             PD2114

Cómo superar la sobrecarga de trabajo. Cómo 
aprovechar la memoria y el tiempo
El tiempo: un recurso muy valioso . . . . . . . . . . . . . . . .                PD2121

Cómo solucionar problemas y tomar decisiones en 
los negocios
Fundamentos del pensamiento eficaz . . . . . . . . . . . . .             PD2231
Contextualizar el problema . . . . . . . . . . . . . . . . . . . . . .                      PD2232
Idear alternativas para solucionar 
los problemas . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                PD2233
Toma de decisiones dinámica . . . . . . . . . . . . . . . . . . . .                   PD2234
Implementar y valorar una decisión . . . . . . . . . . . . . . .               PD2235
Resolución de problemas y toma de 
decisiones en grupo . . . . . . . . . . . . . . . . . . . . . . . . . . . .                           PD2236

Cómo trabajar sin el Web. El negocio del riesgo
Planificación estratégica y gestión de riesgos . . . . . . .       PD2244

Creatividad e innovación en el lugar de trabajo
Los fundamentos de la creatividad y 
la innovación  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                 PD2031
Producción de ideas creativas e innovadoras . . . . . . .       PD2032
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Evaluación de ideas creativas e innovadoras . . . . . . .       PD2033
Aplicación de ideas creativas e innovadoras . . . . . . . .        PD2034

Gestión de cambios organizativos
Comunicación durante el cambio organizacional . . . .    PD2193

Project Effectiveness
T emas del curso de               
formaci       ó n de equipos          

Optimizing Your Performance on a Team
Ser un miembro efectivo 
del equipo . . . . . . . . . . . . . . . . . . . . . . .                       team_02_a01_bs_eses
Establecer responsabilidades y 
metas del equipo . . . . . . . . . . . . . . . . .                 team_02_a02_bs_eses
Elementos de un equipo 
cohesionado . . . . . . . . . . . . . . . . . . . . .                     team_02_a03_bs_eses
Comunicación efectiva en 
el equipo . . . . . . . . . . . . . . . . . . . . . . . .                        team_02_a04_bs_eses
Utilizar la retroalimentación para mejorar 
el rendimiento del equipo . . . . . . . . . .          team_02_a05_bs_eses

Leading Teams
Liderazgo de equipos: consolidar un 
equipo con éxito . . . . . . . . . . . . . . . . . .                  team_03_a01_bs_eses
Liderazgo de equipos: establecer metas,
 roles y directrices  . . . . . . . . . . . . . . . .                team_03_a02_bs_eses
Liderazgo de equipos: desarrollar 
el equipo y su cultura . . . . . . . . . . . . . .              team_03_a03_bs_eses
Liderazgo de equipos: Construir 
confianza y compromiso . . . . . . . . . . .           team_03_a04_bs_eses
Liderazgo de equipos: Fomentar una 
comunicación y colaboración 
eficaces . . . . . . . . . . . . . . . . . . . . . . . . .team_03_a05_bs_eses
Liderazgo de equipos: Motivar y 
optimizar el rendimiento . . . . . . . . . . .           team_03_a06_bs_eses
Liderazgo de equipos: gestionar 
el conflicto  . . . . . . . . . . . . . . . . . . . . . .                      team_03_a07_bs_eses
Liderazgo de equipos: Gestión de 
equipos virtuales . . . . . . . . . . . . . . . . .                 team_03_a08_bs_eses

Cómo participar en el equipo para un proyecto
Habilidades de comunicación del 
equipo de proyecto . . . . . . . . . . . . . . . . . . . . . . . . . . .                          TEAM2132
La formación de equipos es un trabajo interno . . . .   TEAM2133
Resolución de problemas en equipos 
de proyectos . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                TEAM2134

Cómo crear un equipo de alto rendimiento para un proyecto
Formación de un equipo de alto rendimiento . . . . .     TEAM2141
Aprovechar el conocimiento colectivo  . . . . . . . . . . .           TEAM2142
Mantener el máximo rendimiento del 
equipo de proyecto . . . . . . . . . . . . . . . . . . . . . . . . . . .                          TEAM2145

Cómo participar en equipos
Estrategias para la formación de equipos . . . . . . . .        TEAM2171

Sales and Customer Facing 
Skills
T emas del curso de ventas                      

Ventas: Enfoque en las soluciones
De la venta de productos a la venta 
de soluciones . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                SALE2141
Prospección de clientes . . . . . . . . . . . . . . . . . . . . . . .                       SALE2142
Cómo influir en la decisión de su cliente . . . . . . . . .         SALE2144

Ventas a nivel ejecutivo
Preparación para el éxito . . . . . . . . . . . . . . . . . . . . . .                      SALE2221
Planificación estratégica . . . . . . . . . . . . . . . . . . . . . .                      SALE2222
Avanzar en una venta compleja  . . . . . . . . . . . . . . . .                SALE2223
Presentación de su propuesta  . . . . . . . . . . . . . . . . .                 SALE2224
Negociar en beneficio mutuo . . . . . . . . . . . . . . . . . .                  SALE2225

Técnicas de ventas para cuentas territoriales
El método de ventas de cuentas territoriales  . . . . .     SALE2111
Comprender la empresa de su cliente objetivo . . . .    SALE2112
Usar eficazmente las reuniones de 
investigación centradas en el cliente . . . . . . . . . . . .            SALE2113

Técnicas de ventas para cuentas estratégicas
Comprender a su cliente . . . . . . . . . . . . . . . . . . . . . .                      SALE2132

Ventas con SalesUniversity: Un modelo con éxito
Fabricación de ventas: identificar las 
oportunidades comerciales . . . . . . . . . . . . . . . . . . . .                    SALE2421
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Sales and Customer Facing 
Skills
C ustomer        S ervice       C urriculum       

Cómo sobresalir en el servicio de atención al cliente
Principios básicos de una atención 
al cliente excepcional . . . . . . . . . . . . . . . . . . . . . . . . .CUST2102
La voz de su cliente . . . . . . . . . . . . . . . . . . . . . . . . . .                          CUST2103
Superar situaciones delicadas en
la atención al cliente . . . . . . . . . . . . . . . . . . . . . . . . .                         CUST2106

Cómo medir el grado de satisfacción de los clientes
Qué quiere el cliente . . . . . . . . . . . . . . . . . . . . . . . . .                         CUST2131
Cómo diseñar encuestas de satisfacción 
del cliente . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                  CUST2132
Satisfacción del cliente: del análisis a 
la puesta en práctica . . . . . . . . . . . . . . . . . . . . . . . . .                         CUST2133

Cómo gestionar un departamento de servicio de 
atención al cliente
Dirigir a un equipo orientado al cliente  . . . . . . . . . .           CUST2174

Atención al cliente interno
Trabajar con clientes internos . . . . . . . . . . . . . . . . . .                  CUST2142

Temas del curso de TI

Project Effectiveness
T emas del curso de               
formaci       ó n de equipos          

Optimizing Your Performance on a Team
Ser un miembro efectivo 
del equipo . . . . . . . . . . . . . . . . . . . . . . .                       team_02_a01_bs_eses
Establecer responsabilidades y 
metas del equipo . . . . . . . . . . . . . . . . .                 team_02_a02_bs_eses
Elementos de un equipo 
cohesionado . . . . . . . . . . . . . . . . . . . . .                     team_02_a03_bs_eses
Comunicación efectiva en 
el equipo . . . . . . . . . . . . . . . . . . . . . . . .                        team_02_a04_bs_eses
Utilizar la retroalimentación para mejorar 
el rendimiento del equipo . . . . . . . . . .          team_02_a05_bs_eses

Leading Teams
Liderazgo de equipos: consolidar 
un equipo con éxito . . . . . . . . . . . . . . .               team_03_a01_bs_eses
Liderazgo de equipos: establecer 
metas, roles y directrices . . . . . . . . . . .           team_03_a02_bs_eses
Liderazgo de equipos: desarrollar 
el equipo y su cultura . . . . . . . . . . . . . .              team_03_a03_bs_eses
Liderazgo de equipos: Construir 
confianza y compromiso . . . . . . . . . . .           team_03_a04_bs_eses
Liderazgo de equipos: Fomentar una 
comunicación y colaboración 
eficaces . . . . . . . . . . . . . . . . . . . . . . . . .team_03_a05_bs_eses
Liderazgo de equipos: Motivar y 
optimizar el rendimiento . . . . . . . . . . .           team_03_a06_bs_eses
Liderazgo de equipos: gestionar 
el conflicto  . . . . . . . . . . . . . . . . . . . . . .                      team_03_a07_bs_eses
Liderazgo de equipos: Gestión de 
equipos virtuales . . . . . . . . . . . . . . . . .                 team_03_a08_bs_eses

Cómo participar en el equipo para un proyecto
Habilidades de comunicación del 
equipo de proyecto . . . . . . . . . . . . . . . . . . . . . . . . . . .                          TEAM2132
La formación de equipos es un trabajo interno . . . .   TEAM2133
Resolución de problemas en equipos 
de proyectos . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                TEAM2134

Cómo crear un equipo de alto rendimiento para un 
proyecto
Formación de un equipo de alto rendimiento . . . . .     TEAM2141
Aprovechar el conocimiento colectivo  . . . . . . . . . . .           TEAM2142
Mantener el máximo rendimiento del 
equipo de proyecto . . . . . . . . . . . . . . . . . . . . . . . . . . .                          TEAM2145

Cómo participar en equipos
Estrategias para la formación de equipos . . . . . . . .        TEAM2171

Temas para el curso 
de usuario final de 
informática

Desktop Computer Skills
M icrosoft         O ffice      2 0 0 7

Microsoft Office 2007: New Features
Nuevas funciones de Microsoft Office 2007 
para usuarios finales . . . . . . . . . . . . . . . . . . . . . . . .                        239866_ES
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Microsoft Office Excel, PowerPoint y 
Outlook 2007 . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                              239874_ES
Microsoft Access 2007 y Microsoft 
Publisher 2007 . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             239976_ES
Colaboración y compartir en Microsoft 
Office Enterprise 2007  . . . . . . . . . . . . . . . . . . . . . .                      240019_ES

Microsoft Office 2007: Beginning Word
Introducción a Word 2007 . . . . . . . . . .         mo_bgwd_a01_dt_eses
Trabajar con texto y párrafos en 
Word 2007 . . . . . . . . . . . . . . . . . . . . . .                      mo_bgwd_a02_dt_eses
Estructurar, editar, guardar y abrir documentos
en Word 2007  . . . . . . . . . . . . . . . . . . .                   mo_bgwd_a03_dt_eses
Impresión de documentos, ayuda y 
cambio de formato automatizado 
de Word 2007  . . . . . . . . . . . . . . . . . . .                   mo_bgwd_a04_dt_eses
Trabajar con documentos en 
Word 2007 . . . . . . . . . . . . . . . . . . . . . .                      mo_bgwd_a05_dt_eses

Microsoft Office 2007: Advanced Word
Formato avanzado en 
Word 2007 . . . . . . . . . . . . . . . . . . . . . .                      mo_adwd_a01_dt_eses
Navegación y revisión avanzada de 
documentos en Word 2007 . . . . . . . . .        mo_adwd_a02_dt_eses
Usar tablas y gráficos en 
Word 2007 . . . . . . . . . . . . . . . . . . . . . .                      mo_adwd_a03_dt_eses

Microsoft Office 2007: Word for the Power User
Funciones avanzadas de manipulación
 de datos de Word 2007 . . . . . . . . . . .           mo_wdpu_a01_dt_eses
Funciones avanzadas de documentos 
de Word 2007  . . . . . . . . . . . . . . . . . . .                   mo_wdpu_a02_dt_eses
Características de colaboración 
de Word 2007  . . . . . . . . . . . . . . . . . . .                   mo_wdpu_a03_dt_eses

Microsoft Office 2007: Beginning Excel
Introducción a Excel 2007 . . . . . . . . . .           mo_bgex_a01_dt_eses
Manipular y dar formato a datos y 
hojas de cálculo . . . . . . . . . . . . . . . . . .                   mo_bgex_a02_dt_eses
Revisar e imprimir en Excel 2007 . . . .     mo_bgex_a03_dt_eses
Fórmulas y funciones de 
Excel 2007 . . . . . . . . . . . . . . . . . . . . . .                       mo_bgex_a04_dt_eses
Gráficos, imágenes, temas y estilos 
de Excel 2007  . . . . . . . . . . . . . . . . . . .                    mo_bgex_a06_dt_eses

Microsoft Office 2007: Advanced Excel
Formato avanzado en Excel 2007  . . .    mo_adex_a01_dt_eses
Administración avanzada de datos 
en Excel 2007  . . . . . . . . . . . . . . . . . . .                    mo_adex_a02_dt_eses
Personalización avanzada en 
Excel 2007 . . . . . . . . . . . . . . . . . . . . . .                       mo_adex_a03_dt_eses

Microsoft Office 2007: Excel for the Power User
Analizar datos en Excel 2007 . . . . . . .        mo_expu_a01_dt_eses
Proteger y compartir libros de 
Excel 2007 . . . . . . . . . . . . . . . . . . . . . .                       mo_expu_a02_dt_eses
Intercambiar datos con 
Excel 2007 . . . . . . . . . . . . . . . . . . . . . .                       mo_expu_a03_dt_eses

Microsoft Office 2007: Beginning Outlook
Introducción a Outlook 2007  . . . . . . . .        mo_bgol_a01_dt_eses
Dar formato y administrar el correo 
electrónico en Outlook 2007 . . . . . . . . mo_bgol_a02_dt_eses
Utilizar el Calendario en 
Outlook 2007 . . . . . . . . . . . . . . . . . . . . .                     mo_bgol_a03_dt_eses
Utilizar Contactos, Tareas, Notas y
 personalizar la Interfaz en Outlook 
2007 . . . . . . . . . . . . . . . . . . . . . . . . . . . .                            mo_bgol_a04_dt_eses
Hacer búsquedas, imprimir elementos 
y trabajar con fuentes RSS en 
Outlook 2007 . . . . . . . . . . . . . . . . . . . . .                     mo_bgol_a05_dt_eses

Microsoft Office 2007: Advanced Outlook
Personalizar Outlook 2007 y usar 
el Diario . . . . . . . . . . . . . . . . . . . . . . . . . .                         mo_adol_a01_dt_eses
Configurar reglas, alertas y opciones 
de correo electrónico no deseado en 
Outlook 2007 . . . . . . . . . . . . . . . . . . . . .                     mo_adol_a02_dt_eses
Trabajar con SharePoint, calendarios y
 formularios en Outlook 2007 . . . . . . . .        mo_adol_a03_dt_eses

Microsoft Office 2007: Beginning PowerPoint
Introducción a PowerPoint 2007 . . . . .     mo_bgpp_a01_dt_eses
Añadir gráficos a las presentaciones 
de PowerPoint 2007  . . . . . . . . . . . . . .              mo_bgpp_a02_dt_eses
Agregar archivos multimedia y animaciones 
a las presentaciones . . . . . . . . . . . . . .              mo_bgpp_a03_dt_eses

Microsoft Office 2007: Advanced PowerPoint
Crear presentaciones personalizadas 
en PowerPoint 2007  . . . . . . . . . . . . . .              mo_adpp_a01_dt_eses
Distribuir presentaciones en
 PowerPoint 2007 . . . . . . . . . . . . . . . . .                 mo_adpp_a02_dt_eses
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Microsoft Office 2007: Beginning Access
Introducción a Access 2007 . . . . . . . .         mo_bgac_a01_dt_eses
Tablas básicas de Access 2007 . . . . .      mo_bgac_a02_dt_eses
Formularios básicos de
Access 2007 . . . . . . . . . . . . . . . . . . . . .                      mo_bgac_a03_dt_eses
Consultas e informes en 
Access 2007 . . . . . . . . . . . . . . . . . . . . .                      mo_bgac_a04_dt_eses

Desktop Computer Skills
Microsoft Office XP

Microsoft Office XP: Nivel avanzado de Access 2002
Diseño avanzado de bases de datos 
en Access 2002 . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             37597_ES
Características avanzadas de bases de 
datos en Access 2002 . . . . . . . . . . . . . . . . . . . . . . . .                        37602_ES

Microsoft Office XP: Nivel avanzado de Excel 2002
Gestión avanzada de datos en Excel 2002 . . . . . . .       31757_ES
Características avanzadas de manipulación y 
análisis de datos de Excel 2002 . . . . . . . . . . . . . . . .                 31763_ES

Microsoft Office XP: Nivel avanzado de Outlook 2002
Administración de Outlook 2002 . . . . . . . . . . . . . . .               38439_ES

Microsoft Office XP: Nivel avanzado de PowerPoint 
2002
Personalización, ejecución y difusión de 
presentaciones de PowerPoint . . . . . . . . . . . . . . . . .                 55758_ES
Personalización de PowerPoint 2002 e 
integración en Office XP  . . . . . . . . . . . . . . . . . . . . . .                      55762_ES

Microsoft Office XP: Nivel avanzado de Word 2002
Formato y desplazamiento avanzado
 en Word 2002 . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                              33880_ES
Características avanzadas de documentos
en Word 2002  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                              33883_ES
Características de colaboración en Word 2002  . . .   33888_ES

Microsoft Office XP: Nivel inicial de Access 2002
Introducción a Access 2002 . . . . . . . . . . . . . . . . . . .                   35371_ES
Access 2002 intermedio . . . . . . . . . . . . . . . . . . . . . .                      35376_ES

Microsoft Office XP: Nivel inicial de Excel 2002
Características básicas de Excel 2002  . . . . . . . . . .           31768_ES
Optimización de Excel 2002 . . . . . . . . . . . . . . . . . . .                   31772_ES

Microsoft Office XP: Nivel inicial de Outlook 2002
Introducción a Outlook 2002  . . . . . . . . . . . . . . . . . .                   37710_ES

Microsoft Office XP: Nivel inicial de PowerPoint 2002
Creación de presentaciones utilizando 
PowerPoint 2002 . . . . . . . . . . . . . . . . . . . . . . . . . . . .                            39525_ES

Microsoft Office XP: Nivel inicial de Word 2002
Creación de documentos en Word 2002 . . . . . . . . .         31793_ES
Trabajo con documentos en Word 2002 . . . . . . . . .         31798_ES

Microsoft Office XP: Nuevas funciones para usuarios 
avanzados
Office XP para el Usuario Avanzado . . . . . . . . . . . . .             21948_ES

Microsoft Office XP: Nuevas funciones para usuarios 
finales
Nuevas y mejoradas características para 
usuarios finales en Office XP  . . . . . . . . . . . . . . . . . .                  21943_ES

Desktop Computer Skills
Microsoft Office 2003

Microsoft Office 2003: Nuevas funciones
Microsoft Office 2003: Nuevas funciones para 
usuarios finales . . . . . . . . . . . . . . . . . . . . . . . . . . . .                            117529_ES

Microsoft Office 2003: Nivel  inicial de Word
Iniciación a Word 2003 . . . . . . . . . . . . . . . . . . . . . .                      112997_ES
Trabajar con texto y párrafos en Word 2003 . . . . .     124981_ES
Trabajo con documentos en Word 2003 . . . . . . . .        112998_ES

Microsoft Office 2003: Word avanzado
Formato avanzado en Word 2003  . . . . . . . . . . . . .             113095_ES
Navegación avanzada de documentos 
en Word 2003  . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             126778_ES
Características avanzadas de manipulación 
de datos en Word 2003 . . . . . . . . . . . . . . . . . . . . . .                      113114_ES
Características avanzadas de documentos 
en Word 2003  . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             121072_ES

Microsoft Office 2003: Introducción a Excel
Características básicas de Excel 2003  . . . . . . . . .         113187_ES
Impresión y colaboración en Excel 2003 . . . . . . . .        122518_ES
Fórmulas y funciones de Excel 2003 . . . . . . . . . . .           113221_ES
Formato de datos en Excel 2003 . . . . . . . . . . . . . .              119827_ES

91

European Spanish CoursewareClick to Return to 
Table of Contents



Online 
Learning92

European Spanish Courseware

Microsoft Office 2003: Excel avanzado
Personalización avanzada en Excel 2003 . . . . . . .       119829_ES
Formato avanzado en Excel 2003  . . . . . . . . . . . . .             125656_ES
Análisis avanzado de datos en Excel 2003 . . . . . .      113309_ES
Validación y colaboración avanzada en 
Excel 2003 . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                121344_ES
Intercambio avanzado de datos en 
Excel 2003 . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                                119748_ES

Microsoft Office 2003: Introducción a Access
Iniciación a Access 2003  . . . . . . . . . . . . . . . . . . . .                    125937_ES
Tablas básicas de Access 2003 . . . . . . . . . . . . . . .               125947_ES
Formularios básicos de Access 2003  . . . . . . . . . .          125956_ES

Microsoft Office 2003: Introducción a Outlook
Enviar y recibir mensajes en Outlook 2003 . . . . . .     113430_ES

Microsoft Office 2003: Introducción
Introducción a Microsoft Office 2003  . . . . . . . . . .          121587_ES
Dar formato e imprimir archivos en 
Office 2003  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                               121643_ES

Microsoft Office 2003: Introducción a PowerPoint
Creación de presentaciones básicas 
mediante PowerPoint 2003  . . . . . . . . . . . . . . . . . .                  121838_ES
Estilo y diseño de las diapositivas en 
PowerPoint 2003 . . . . . . . . . . . . . . . . . . . . . . . . . . .                           123164_ES

Desktop Computer Skills
M icrosoft         W indows       V ista  

Microsoft Windows Vista: New Features for End 
Users
Experiencia del usuario de Windows Vista . . . . . . .      242954_ES
Mejoras de seguridad y rendimiento en 
Windows Vista  . . . . . . . . . . . . . . . . . . . . . . . . . . . . .                             242964_ES

Microsoft Windows Vista for the End User
Introducción a Windows Vista . . . . . . . .        mv_wveu_a01_it_eses
Trabajar con archivos y programas e 
imprimir en Windows Vista  . . . . . . . . . .          mv_wveu_a02_it_eses
Navegación por Internet y mantenimiento 
del sistema con Windows Vista . . . . . . .      mv_wveu_a03_it_eses

Desktop Computer Skills
Microsoft Windows 7

Microsoft Windows 7: First Look for End Users
Microsoft Windows 7: información básica 
para usuarios finales . . . . . . . . . . . . . .              mw_mwfe_a01_dt_eses
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The American Council on Education’s College Credit Recommendation Service  
(ACE CREDIT) has evaluated and recommended college credit for the following 
curricula.  

Curriculum	

Accounting for Non-
Accounting Majors 
– 11 courses 

Business Finance
– 8 courses

Business Operations: 
Six Sigma and Lean
Manufacturing
– 14 courses

Business Writing 
Essentials
– 8 courses

HRCI/PHR 
Certification
Program - Version 2
– 17 courses

HRCI/SPHR
– 8 courses

IT Infrastructure 
Library
(ITIL)
– 10 courses

Knowledge 
Management
Fundamentals
– 6 courses

Applicable Study 
Area	

Accounting for Non-
Accounting Majors

Principles of Business
Finance or Business
Administration

Business 
Administration or
Operations 
Management

Business Writing or
Business 
Communications

Business 
Administration,
Human Resources
Management, or
Management

Business, Human 
Resource
Management or 
Computer
Information Systems

Computer Information
Systems or 
Information
Technology

Business 
Administration or
Management

Category/Level of 
Approval	

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards an 
associate, baccalaureate, or 
graduate degree. 

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  
 

Credit Hours	

2 Hours

1 Hour

3 Hours

1 Hour

2 Hours

1 Hour

1 Hour

1 Hour

Course Reference 	
Number

SKIL-0012

SKIL-0013

SKIL-0011

SKIL-0017

SKIL-0014

SKIL-0038

SKIL-0040

SKIL-0015

Business Skills Approved Curricula
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Curriculum	

Managing Contractors 
and Temporary 
Employees 
– 6 courses 

Project Management
Professional (PMP and
CAPM)
– 28 courses

Project Management 
for IT Professionals
– 6 courses

Six Sigma Black Belt
– 51 courses

Strategic Project
Management for IT 
Projects
– 7 courses

Curriculum

ANSI C Programming
– 10 courses

C++ Programming
– 7 courses

CompTIA A+ 2006
– 25 courses

Applicable Study 
Area	

Principles of Human
Resource 
Management or
Business 
Administration

Business, Information
Technology or 
Computer
Information Systems

Business 
Administration,
Project Management, 
or Operations 
Management

Business
Applied Statistics

Business 
Administration,
Project Management, 
or Operations 
Management

Applicable Study 
Area	

Computer Information
Systems (CIS),
Management 
Information
Systems (MIS)

Computer Information
Systems (CIS), 
Management
Information Systems

Computer Information
Systems or 
Information
Technology

Category/Level of 
Approval	

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards an 
associate, baccalaureate, or 
graduate degree. 

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards an 
associate, baccalaureate, or 
graduate degree. 

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree. 

Category/Level of 
Approval	

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Credit Hours	

1 Hour

3 Hours

1 Hour

1-3 Hours

1 Hour

Credit Hours	

2 Hours

1 Hour

1 Hour

Course Reference 	
Number

SKIL-0016

SKIL-0037

SKIL-0018

SKIL-0039

SKIL-0019

Course Reference 	
Number

SKIL-0032

SKIL-0033

SKIL-0042

Information Technology (IT) Approved Curricula
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Curriculum	

CompTIA Network + 
2005 
– 11 courses 

CompTIA Security+
– 6 courses

Information System 
Security (CISSP) – 
Version 2
– 11 courses

Microsoft C# .NET
Application 
Development
Curricula
– 45 courses

Microsoft Certified 
Desktop
Support Technician 
(MCDST)
– 11 courses

Microsoft Visual Basic 
.NET Applications 
Development
Curriculum
– 39 courses

Microsoft Windows 
2000: Active Directory 
Design Version 2
– 4 courses

Microsoft Windows 
2000: Implementing a 
Network Infrastructure 
Version 2
– 5 courses

Microsoft Windows 
2000: Implementing 
an Active Directory 
Infrastructure
Version 2
– 5 courses

Applicable Study 
Area	

Data Communications
and Networking or
Computer Information
Systems

Computer Information
Systems or 
Information
Technology

Computer Information
Systems or 
Information
Technology

Computer Information
Systems or 
Information
Technology

Computer Science, 
CIS, MIS, Info 
Technology

Computer Information
Systems or 
Information
Technology

CIS, MIS

CIS, MIS

CIS, MIS

Category/Level of 
Approval	

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards an 
associate, baccalaureate, or 
graduate degree. 

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Credit Hours	

1 Hour

2 Hours

1 Hour

6 Hours

1 Hour

6 Hours

1 Hour

1 Hour

1 Hour

Course Reference 	
Number

SKIL-0041

SKIL-0029

SKIL-0030

SKIL-0034

SKIL-0036

SKIL-0035

SKIL-0004-2

SKIL-0006-2

SKIL-0005-2
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Curriculum	

Microsoft Windows 
2000: Installation and
Administration Version 
2
– 15 courses

Microsoft Windows 
Server 2003: 
Designing an Active
Directory and Network
Infrastructure
– 7 courses

Microsoft Windows 
Server 2003: 
Designing,
Implementing, and
Administering Security 
for Networks
– 13 courses

Microsoft Windows 
Server 2003: 
Implementing,
Managing, and 
Maintaining a
Network Infrastructure
– 8 courses

Microsoft Windows 
Server 2003: 
Managing and
Maintaining the Server
Environment
– 7 courses

Microsoft Windows 
Server 2003: Planning 
and Maintaining a 
Network Infrastructure 
Version 2
– 7 courses

Microsoft 
Windows Server 
2003: Planning, 
Implementing,
and Maintaining 
the Active Directory 
Infrastructure
– 7 courses

Applicable Study 
Area	

CIS, MIS

Computer Information
Systems or 
Information
Technology

Computer Information
Systems or 
Information
Technology

Computer Information
Systems or 
Information
Technology

Computer Information
Systems or 
Information
Technology

Computer Information
Systems or 
Information
Technology

Computer Information
Systems or 
Information
Technology

Category/Level of 
Approval	

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Can apply to use the credit at 
either a participating 2 year or 
4 year institution towards either 
an associate or baccalaureate 
degree.  

Credit Hours	

2 Hours

1 Hour

1 Hour

1 Hour

1 Hour

1 Hour

1 Hour

Course Reference 	
Number

SKIL-0007-2

SKIL-0027

SKIL-0028

SKIL-0024

SKIL-0023

SKIL-0025

SKIL-0026
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Continuing Education Credits - DESKTOP

*NASBA - National Association of State Boards of Accountancy	 **PMI - Project Management Institute    
†HRCI - Human Resource Certification Institute 		  ^BRN- Board of Registern Nurses

Course Title					       Course Number       *NASBA Hrs.  **PMI Hrs.   †HRCI Hrs.    ^BRN Hrs.
	

Information Security Best Practices for Business Users	
Introduction to information security			          216913_ENG		  2.0	
Operational information security			          217983_ENG		  1.5
Malicious code and information security			         217043_ENG		  1.5
Information security and the Internet			          216960_ENG		  2.0

Microsoft Office 2007: Beginning Word	 		
Getting Started with Word 2007		                  mo_bgwd_a01_dt_enus	 1.5
Working with Text and Paragraphs in Word 2007	                 mo_bgwd_a02_dt_enus	 1.5
Structuring, Editing, Saving, and Opening Documents 
     in Word 2007				                    mo_bgwd_a03_dt_enus	 2.0
Printing, Help, and Automated Formatting in Word 2007       mo_bgwd_a04_dt_enus	 2.0
Working with Documents in Word 2007		                  mo_bgwd_a05_dt_enus	 3.0

Microsoft Office 2007: Advanced Word
Advanced Formatting in Word 2007		                  mo_adwd_a01_dt_enus	 1.5
Advanced Document Navigation and Document 
     Reviews in Word 2007			                   mo_adwd_a02_dt_enus	 2.5
Using Tables, Charts, and Graphics in Word 2007	                 mo_adwd_a03_dt_enus	 2.5

Microsoft Office 2007: New Features	
New Features for End Users in Microsoft Office 2007	        239866_ENG		  1.5
Microsoft Office Excel, PowerPoint, and Outlook 2007	        239874_ENG		  1.5
Microsoft Access 2007 and Microsoft Publisher 2007	        239976_ENG		  1.0
Sharing and Collaboration in Microsoft Office 
     Enterprise 2007					            240019_ENG		  2.5

Microsoft Office 2007: Beginning Excel	
Getting Started with Excel 2007			   mo_bgex_a01_dt_enus	 2.0
Manipulating and Formatting Data and Worksheets	 mo_bgex_a02_dt_enus	 3.0
Reviewing and Printing in Excel 2007			   mo_bgex_a03_dt_enus	 1.5
Excel 2007 Formulas and Functions			   mo_bgex_a04_dt_enus	 2.5
Excel 2007 Charts, Pictures, Themes, and Styles		  mo_bgex_a06_dt_enus	 2.5

Microsoft Office 2007: Advanced Excel	
Advanced Formatting in Excel 2007			   mo_adex_a01_dt_enus	 3.5
Advanced Data Management in Excel 2007		  mo_adex_a02_dt_enus	 2.5
Advanced Customization in Excel 2007			   mo_adex_a03_dt_enus	 3.0

Microsoft Office 2007: Excel for the Power User	
Analyzing Data in Excel 2007				    mo_expu_a01_dt_enus	 4.5
Protecting and Sharing Excel 2007 Workbooks		  mo_expu_a02_dt_enus	 2.5
Exchanging Data with Excel 2007			   mo_expu_a03_dt_enus	 3.0

Microsoft Office 2007: Beginning PowerPoint
Getting Started with PowerPoint 2007		                  mo_bgpp_a01_dt_enus	 1.5
Adding Graphics to Presentations in PowerPoint 2007           mo_bgpp_a02_dt_enus	 1.5
Adding Multimedia and Animations to Presentations 
     in PowerPoint 2007	    		                  mo_bgpp_a03_dt_enus	 1.0

Microsoft Office 2007: Beginning Outlook	
Getting Started with Outlook 2007			   mo_bgol_a01_dt_enus	 1.5
Formatting and Managing E-mail in Outlook 2007		  mo_bgol_a02_dt_enus	 3.0
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Course Title					       Course Number       *NASBA Hrs.  **PMI Hrs.   †HRCI Hrs.    ^BRN Hrs.

Microsoft Office 2007: Beginning Access	
Getting Started with Access 2007		                  mo_bgac_a01_dt_enus	 2.5
Basic Access 2007 Tables			                   mo_bgac_a02_dt_enus	 3.0
Basic Access 2007 Forms			                   mo_bgac_a03_dt_enus	 3.0
Queries and Reports in Access 2007		                  mo_bgac_a04_dt_enus	 3.0

Microsoft Office 2007: Advanced Access	
Importing and Exporting Data and Data Presentation 
     in Access 2007				                    mo_adax_a01_dt_enus	 3.0
Advanced Data Management in Access 2007	                 mo_adax_a02_dt_enus	 4.0

Microsoft Office 2007: Access for the Power User
Programmability and Administration in Access 2007              mo_acpu_a01_dt_enus	 2.0
Database Administration in Access 2007	                 mo_acpu_a02_dt_enus	 3.0

Microsoft Office 2007: Beginning Project
Creating and Designing a Project with Project 2007               mo_bgpr_a01_dt_enus	 4.0	            3.5
Specifying and Assigning Resources in Project 2007             mo_bgpr_a02_dt_enus	 3.0	            2.5
Tracking and Reporting Progress with Project 2007               mo_bgpr_a03_dt_enus	 4.0	            3.0

Microsoft Office 2007: Advanced Project
Advanced Customization with MS Project 2007	                 mo_adpr_a01_dt_enus	 4.0	            2.0
Project Data Management and Performance with 
MS Project 2007				                    mo_adpr_a02_dt_enus	 4.5

Microsoft Office 2007: Collaborating, Communicating, 
and Sharing Information
Microsoft Office 2007: Collaborating with Groove 
and Communicator				                   mo_ncmg_a01_dt_enus	 3.0
Microsoft Office 2007: Sharing Information with 
OneNote 2007				                   mo_ncmg_a02_dt_enus	 2.0

Microsoft Office Project Server 2007: Managing 
Projects
Initiating Projects with Project Server 2007	                mo_psmp_a01_dt_enus	 3.5
Planning Projects with Project Server 2007	                mo_psmp_a02_dt_enus	 4.0	

Microsoft Office XP - Advanced Access 2002
Advanced Database Design in Access 2002		        116022_ENG		  3.5
Advanced Database Features in Access 2002		        116051_ENG		  5.0

Microsoft Office XP: Advanced Excel 2002
Advanced Data Management in Excel 2002		        114461_ENG		  5.0
Advanced Data Manipulation and Analysis in Excel 2002	       114635_ENG		  4.0

Microsoft Office XP: Advanced Outlook 2002
Managing Outlook 2002				          114389_ENG		  3.0

Microsoft Office XP: Advanced PowerPoint 2002
Customizing, Running, and Broadcasting 
     PowerPoint 2002 Presentations			         116195_ENG		  2.0
PowerPoint 2002 Customization and Office XP Integration	       116211_ENG		  1.0

*NASBA - National Association of State Boards of Accountancy	 **PMI - Project Management Institute    
†HRCI - Human Resource Certification Institute 		  ^BRN- Board of Registern Nurses
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Continuing Education Credits - DESKTOP

*NASBA - National Association of State Boards of Accountancy	 **PMI - Project Management Institute    
†HRCI - Human Resource Certification Institute 		  ^BRN- Board of Registern Nurses

Course Title					       Course Number       *NASBA Hrs.  **PMI Hrs.   †HRCI Hrs.    ^BRN Hrs.

Microsoft Office XP: Advanced Word 2002
Advanced Formatting and Navigation in Word 2002	        114968_ENG		  2.5
Advanced Document Features in Word 2002		         114983_ENG		  4.0
Collaborative Features in Word 2002			          115008_ENG		  3.0

Microsoft Office XP: Beginning Outlook 2002
Introducing Outlook 2002				           115146_ENG		  4.5

Microsoft Office XP: Beginning PowerPoint 2002
Creating Presentations using PowerPoint 2002		         115027_ENG		  2.5

Microsoft Office XP: Beginning Word 2002
Creating Documents in Word 2002			          114325_ENG		  3.0
Working with Documents in Word 2002			          114346_ENG		  1.5

Microsoft Office XP: Beginning Visio 2002
Creating Diagrams in Visio 2002			          117077_ENG		  3.0
Working with Diagrams in Visio 2002			          117090_ENG		  2.0

Microsoft Office XP: Beginning Access 2002
Introduction to Access 2002				           117147_ENG		  6.0
Intermediate Access 2002				           117172_ENG		  3.5

Microsoft Office XP: Beginning Excel 2002
Basic Features of Excel 2002				           115096_ENG		  2.5
Optimizing Excel 2002				           115117_ENG		  3.0

Microsoft Office 2003: New Features	
Microsoft Office 2003: New Features for End Users	        117529_ENG		  3.0
Microsoft Office 2003: New Features for Outlook Users	        126060_ENG		  2.5
Microsoft Office 2003: New Applications			         117531_ENG		  1.0
Microsoft Office 2003: New Features for Advanced Users	        117530_ENG		  2.5	

Microsoft Office 2003: Beginning Word	
Getting Started with Word 2003			          112997_ENG		  1.0
Working with text and paragraphs in Word 2003		         124981_ENG		  1.5
Structuring, editing, saving, and opening documents in 
     Word 2003					            123383_ENG		  2.0
Printing, Help, and Automated Formatting in Word 2003	        116299_ENG		  2.5
Working with Documents in Word 2003			          112998_ENG		  2.0
Working with Tables and Media Features in Word 2003	        116894_ENG		  3.0

Microsoft Office 2003: Advanced Word	
Advanced Formatting in Word 2003			          113095_ENG		  2.0
Advanced Document Navigation in Word 2003		         126778_ENG		  1.0
Advanced Data Manipulation Features in Word 2003	        113114_ENG		  1.5
Using Tables, Charts, and Graphs in Word 2003		         126789_ENG		  1.0
Advanced Document Features in Word 2003		         121072_ENG		  2.0
Collaborative Features in Word 2003			          113139_ENG		  3.0
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Microsoft Office 2003: Beginning Excel	
Basic Features of Excel 2003				           113187_ENG		  3.0
Printing and Collaborating in Excel 2003		         122518_ENG		  2.0
Excel 2003 Formulas and Functions			          113221_ENG		  2.0
Formatting Data in Excel 2003			          119827_ENG		  2.0
Excel 2003 Chart and Multimedia Features		         119828_ENG		  3.0

Microsoft Office 2003: Advanced Excel	
Advanced Customization in Excel 2003			          119829_ENG		  1.5
Advanced formatting in Excel 2003			          125656_ENG		  1.5
Advanced Data Management in Excel 2003		         113262_ENG		  2.0
Advanced Data Analysis in Excel 2003			          113309_ENG		  2.5
Advanced Validation and Collaboration in Excel 2003	        121344_ENG		  2.0
Advanced Data Exchange in Excel 2003			         119748_ENG		  3.0

Microsoft Office 2003: Beginning PowerPoint
Creating Basic Presentations using PowerPoint 2003	        121838_ENG		  1.5
Slide Layout and Design in PowerPoint 2003		         123164_ENG		  1.0
Using Visuals in PowerPoint 2003 Presentations		         125933_ENG		  1.5
Finalizing PowerPoint 2003 presentations		         123167_ENG		  1.5

Microsoft Office 2003: Advanced PowerPoint
Customizing PowerPoint 2003 Presentations		         121956_ENG		  2.0
Preparing PowerPoint 2003 Presentations for 
     Effective Delivery				           125830_ENG		  2.0
Running, Broadcasting, and Reviewing PowerPoint 
     2003 Presentations				           124997_ENG		  3.5
Settings, Customization, and Office 2003 Integration 
     with PowerPoint 2003				           121957_ENG		  2.0

Microsoft Office 2003: Beginning Access
Getting Started with Access 2003			          125937_ENG		  2.0
Basic Access 2003 Tables				           125947_ENG		  2.5
Basic Access 2003 Forms				           125956_ENG		  2.5
Using Queries and Reports in Access 2003		         125964_ENG		  3.5
Personalizing and Maintaining Access 2003		         125984_ENG		  1.0

Microsoft Office 2003: Advanced Access
Enhancing Tables, Forms, and Reports in Access 2003	        126934_ENG		  2.0
Advanced Querying in Access 2003			          126944_ENG		  1.5
Working with Data and Presentation in Access 2003	        126950_ENG		  1.5
Access 2003 and the Web				           126959_ENG		  1.0
Access 2003 Programmability				          126965_ENG		  1.0
Database Administration in Access 2003		         126973_ENG		  1.5

Microsoft Office 2003: Beginning Outlook
Sending and Receiving Messages in Outlook 2003	        113430_ENG		  2.0
Formatting and Managing Messages in Outlook 2003	        128879_ENG		  2.0
Scheduling Events, Appointments, and Meetings in 
     Outlook 2003					            128880_ENG		  2.5
Using Tasks Lists, Contact Lists, and Notes in 
     Outlook 2003					            128881_ENG		  2.0

*NASBA - National Association of State Boards of Accountancy	 **PMI - Project Management Institute    
†HRCI - Human Resource Certification Institute 		  ^BRN- Board of Registern Nurses
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Microsoft Office 2003: Advanced Outlook
Customizing E-mail, Views, Navigation, and E-mail Accounts 
     in Outlook 2003					            131326_ENG		  3.0
Tracking, Categorizing, Searching, and Printing in 
     Outlook 2003					            131341_ENG		  3.5
Configuring Rules, Alerts, and Junk Mail Settings in 
     Outlook 2003					            113469_ENG		  1.5
Sharing Folders, Schedules, and Contacts and Using 
     SharePoint Data in Outlook 2003			          129976_ENG		  3.5

Microsoft Office 2003: Beginning Project Professional
Creating and Defining a Project			          132490_ENG		  3.0	            4.0
Specifying and Assigning Resources			          132510_ENG		  2.5	            2.75
Tracking and Reporting Progress using Project 
     Professional 2003				           132504_ENG		  3.5	            3.25

Microsoft Office 2003: Advanced Project Professional
Advanced Customization				           132661_ENG		  2.0	            2.25
Sharing Project Data and Working with Macros		         132659_ENG		  2.0	            2.0	
Organizing and Managing Project Information		         205433_ENG		  3.0	            3.0
Working Collaboratively				           201354_ENG		  3.0	            2.25
Enterprise Project Management			          201357_ENG		  2.0	            2.0
Advanced Analysis of your Project			          206372_ENG		  2.5	            2.75

Microsoft Office 2003: Visio for Beginners
Creating Diagrams with Visio 2003			          132531_ENG		  4.0
Developing Diagrams with Visio 2003			          132532_ENG		  3.5
Visio 2003 and Other Programs			          132533_ENG		  2.0

Lotus Notes 8: End User
Getting Started with Lotus Notes 8 and Using Mail		 ia_lteu_a01_dt_enus	 4.0
Scheduling Events and Managing Applications		  ia_lteu_a02_dt_enus	 3.5
Working with Instant Messaging, Contacts, and Blogs	 ia_lteu_a03_dt_enus	 3.0
Using Productivity Tools and Accessing Lotus 
     Notes 8 Remotely				    ia_lteu_a04_dt_enus	 3.5

Lotus Notes 7: End User
Getting Started with Lotus Notes 7 and Mail		         233489_ENG		  3.0
Managing Mail, Instant Messaging, and Contacts in 
     Lotus Notes 7					            233490_ENG		  2.5
Working with Databases, the Calendar, and the To Do List 
     in Lotus Notes 7					            233491_ENG		  2.5
Using Lotus Notes 7 Remotely				          233492_ENG		  1.5

Crystal Reports XI: Report Writing Basics
Reporting Basics with Crystal Reports XI			         234748_ENG		  2.5
Managing Data and Distributing Reports with 
     Crystal Reports XI				           234758_ENG		  3.0

Microsoft Windows Vista: New Features for End Users
Windows Vista User Experience			          242954_ENG		  3.0
Windows Vista Security and Performance Improvements	        242964_ENG		  2.0

Click to Return to 
Table of Contents



Online 
Learning102

Continuing Education Credits - Business

Course Title					       Course Number       *NASBA Hrs.  **PMI Hrs.   †HRCI Hrs.    ^BRN Hrs.

Managing Customer-Driven Process Improvement
Why Customer Driven?				             OPER0121		  2.0	            2.5	
Identifying What the Customer Wants			            OPER0122		  1.5	            3.0	
Translating Requirements into Process Goals		           OPER0123		  1.5	            3.5	
Understanding Processes				             OPER0124		  1.0	            2.5	
Implementing Improvements				             OPER0125		  1.0	            2.5	
Managing Process Improvements			            OPER0126		  1.0	            3.0

Six Sigma: Champion Training
Introduction to Six Sigma for Champions			  oper_03_a01_bs_enus	 2.0	            3.0	
Six Sigma Process Improvement			   oper_03_a02_bs_enus	 2.5	            3.0	
Six Sigma Projects and Project Teams			   oper_03_a03_bs_enus	 2.5	            2.5	
Managing and Deploying Six Sigma			   oper_03_a04_bs_enus	 2.5	

Certified Manager of Quality/Organizational Excellence
Leadership					     oper_04_a01_bs_enus	 1.5		
Team Dynamics					     oper_04_a02_bs_enus	 2.0		
Developing and Deploying Strategic Plans		  oper_04_a03_bs_enus	 2.0		
Managerial Skills and Abilities				   oper_04_a04_bs_enus	 3.5		
Communication Skills and Project Management		  oper_04_a05_bs_enus	 1.5		
Quality Systems, Models, and Theories			   oper_04_a06_bs_enus	 2.0		
Problem-Solving and Process Management Tools		  oper_04_a07_bs_enus	 3.5		
Measurement: Assessment and Metrics			  oper_04_a08_bs_enus	 2.0		
Customer-Focused Management			   oper_04_a09_bs_enus	 2.5		
Supply Chain Management				    oper_04_a10_bs_enus	 1.5		
Training and Development				    oper_04_a11_bs_enus	 2.0

Six Sigma Green Belt: Six Sigma and the Organization
Six Sigma and Lean in the Organization			   oper_05_a01_bs_enus	 2.5		
Design for Six Sigma in the Organization			  oper_05_a02_bs_enus	 2.0

Six Sigma Green Belt: Define
Processes and Customer Analysis in Six Sigma Projects	 oper_06_a01_bs_enus	 3.0		
Basics of Six Sigma Projects and Teams			  oper_06_a02_bs_enus	 3.5		
Tools for Planning and Managing Six Sigma 
     Project Opportunities				    oper_06_a03_bs_enus	 2.5
Using Six Sigma Analysis Tools and Metrics for 
     Project Decisions				    oper_06_a04_bs_enus	 2.0

Six Sigma Green Belt: Measure	
Modeling and Analyzing Processes in Six Sigma		  oper_07_a01_bs_enus	 2.5
Statistics and Probability in Six Sigma			   oper_07_a02_bs_enus	 2.0
Data Classification and Collection in Six Sigma		  oper_07_a03_bs_enus	 2.0
Summarizing and Presenting Data in Six Sigma		  oper_07_a04_bs_enus	 2.0
Probability Distributions and Measurement Systems 
Analysis in Six Sigma				    oper_07_a05_bs_enus	 2.5
Measuring Process Capability and Performance in 
Six Sigma						     oper_07_a06_bs_enus	 1.5

Six Sigma Green Belt: Analyze
Exploratory Data Analysis in Six Sigma			   oper_08_a01_bs_enus	 1.0
Introduction to Hypothesis Testing and Testing for 
     Means in Six Sigma				    oper_08_a02_bs_enus	 1.5
Hypothesis Tests for Variances, Proportions, ANOVA, and 
     Chi-Square in Six Sigma				    oper_08_a03_bs_enus	 2.5

*NASBA - National Association of State Boards of Accountancy	 **PMI - Project Management Institute    
†HRCI - Human Resource Certification Institute 		  ^BRN- Board of Registern Nurses
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Six Sigma Green Belt: Improve and Control	
Design of Experiments and Validation of Solutions in 
     Six Sigma					     oper_09_a01_bs_enus	 1.5
Statistical Process Control and Control Plans in Six Sigma	 oper_09_a02_BS_enus	 2.0
Using Basic Control Charts in Six Sigma			   oper_09_a03_bs_enus	 3.0

Six Sigma Foundations	
Introduction to Six Sigma				    oper_10_a01_bs_enus	 2.0	            2.0

Logistics to Management	
Overview of Logistics to Management			            OPER0321		  3.0	            3.5
Inventory Management				             OPER0322		  2.5	            3.0
Supply Chain Logistics Management			            OPER0323		  2.5	            3.0

Supply Chain Management
The Fundamentals of Supply Chain Management		           OPER0501		  2.0	            2.0
Supply Chain Management Strategies			            OPER0502		  3.5	            5.5
Supply Chain Planning and Inventory Management	          OPER0503		  3.0	            5.0
Supply Chain Management and e-Business		           OPER0504		  2.0	            4.0
Supply Chain Transportation and Facility Design		           OPER0505		  2.0	            4.5

Moving From an Operational Manager to a Strategic 
Thinker
Think Strategically					     stgy_01_a01_bs_enus	 3.0
Sustaining a Competitive Advantage			   stgy_01_a02_bs_enus	 3.0
The Imperatives of Innovation and Leadership in Strategy	 stgy_01_a03_bs_enus	 2.5
Planning and Implementing a Business Strategy		  stgy_01_a04_bs_enus	 2.5

Leading and Implementing Sustainable Green 
Business Strategies
Introduction to Green Business and Sustainability		  stgy_04_a01_bs_enus	 3.5
Green Business: Planning Sustainability Strategies	 stgy_04_a02_bs_enus	 3.0
Green Business: Implementing Sustainability Strategies	 stgy_04_a03_bs_enus	 2.5

The Fundamentals of Globalization
Globalization and Our Changing World			            STGY0351		  1.0
The Process of Globalizing a Product or Service		           STGY0353		  2.0
Managing from a Global View Point			            STGY0354		  2.0			       4.5

Systems Thinking in the 21st Century
What is Systems Thinking?				             STGY0401		  3.0			       2.5
Building a Healthy System				             STGY0402		  2.0			       2.5
Systems-thinking Models and Thinking Skills		           STGY0403		  2.0			       2.5
System Archetypes					              STGY0404		  2.0			       3.0
Redesigning Your Organization: Part 1			            STGY0405		  2.5			       3.0
Redesigning Your Organization: Part II			            STGY0406		  1.5			       3.0
Taking Systems Thinking into Your Personal Life		           STGY0407		  1.5			       3.0

Strategic Brand Management
Introduction to Brand Management			            MKT0211		  2.5
Building Brand Equity				             MKT0212		  3.5
Managing the Creative Elements of Brand		           MKT0213		  3.0
Promoting Your Brand to Consumers			            MKT0214		  2.0
Evaluating Brand Effectiveness			            MKT0215		  3.0
Managing and Maintaining Brand Equity			           MKT0216		  2.0
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Strategic Marketing in Action
Elements of Marketing Strategy			            MKT0201		  2.5
Analyzing the Market				             MKT0202		  2.0
Competitive Factors in Strategic Marketing		           MKT0203		  2.0
Writing a Marketing Plan: Phase 1			            MKT0204		  2.0
Writing the Marketing Plan: Creative Strategy		           MKT0205		  2.5
Creating a Marketing Campaign			            MKT0206		  4.0
Marketing Management				             MKT0207		  3.0
Financial Analysis for Successful Marketing		           MKT0208		  3.0

Online Branding Strategy
Introduction to Online Branding			            MKT0221		  2.5
The Online Branding Environment			            MKT0222		  2.0
Strategies for Building an Online Brand			            MKT0223		  4.0

Accounting 101
Accounting Fundamentals				             FIN0121		  4.0	            3.5
Accrual Accounting Procedures			            FIN0122		  1.5
Accounting Systems and Closing Activities		           FIN0123		  3.5
Accounting for Cash Control				             FIN0124		  2.5
Accounting for Merchandising Businesses		           FIN0125		  2.0

Practical Budgeting Skills for Business
Creating and Analyzing an Operating Budget		           FIN0161			              3.5		     3.5
The Ins and Outs of Capital Budgeting			            FIN0162					         3.5
Effective Budget Management			            FIN0163					         3.0

Advanced Business Finance
Introduction to Advanced Finance			            FIN0211		  2.5
Investment Project Analysis and Selection		           FIN0212		  2.0
Raising Capital and Financing Decisions			           FIN0213		  3.0
Managing Working Capital				             FIN0214		  3.5
Corporate Restructuring				             FIN0215		  3.0
Financial Risk Management				             FIN0216		  1.5	            1.5
International Finance				             FIN0217		  2.5

Accounting 102
Accounting for Partnerships				             FIN0221		  4.0
Accounting for Corporations				             FIN0222		  3.0
Analyzing Cash Flow Statements			            FIN0223		  2.5
Master Budgets					              FIN0224		  3.5

Auditing: A Practical Approach
Introduction to Auditing				             FIN0231		  2.5
Introduction to Internal Auditing			            FIN0232		  4.0
Principles of Internal Auditing				             FIN0233		  2.5
Introduction to External Auditing			            FIN0234		  3.5
Principles of External Auditing				            FIN0235		  3.5

Managerial Accounting
Overview of Managerial Accounting			            FIN0241		  2.0
Managerial Decisions and Capital Budgeting		           FIN0242		  3.0
Managing for Asset Control				             FIN0243		  4.0
Cost Accounting Decisions				             FIN0244		  2.5

*NASBA - National Association of State Boards of Accountancy	 **PMI - Project Management Institute    
†HRCI - Human Resource Certification Institute 		  ^BRN- Board of Registern Nurses
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Managing Diversity in the Workplace
The Reasons Why Diversity Matters			    hr_02_a01_bs_enus	 1.5			       1.5
Changing Corporate Culture				     hr_02_a02_bs_enus	 2.0			       1.5
Planning a Diversity Initiative				     hr_02_a03_bs_enus	 3.0			       2.5
Diversity: the Future					     hr_02_a04_bs_enus	 1.5			       2.0

Effective Hiring and Interviewing
What to Consider When Hiring				    hr_03_a01_bs_enus	 1.0	            2.0		     2.0
Interviewing Effectively				     hr_03_a02_bs_enus	 2.5	            2.5		     2.5
Choosing the Best Applicant				     hr_03_a03_bs_enus	 1.5	            1.5		     1.5

HRCI Senior Professional in Human Resources (SPHR)
HR’s Strategic Role in the Organization 
     (HRCI/SPHR - 2007-aligned)			    hr_04_a01_bs_enus	 2.0			       1.0
Management of the HR Process 
     (HRCI/SPHR - 2007-aligned)			    hr_04_a02_bs_enus	 1.5			       2.0
Strategic Approaches to Workforce Planning and 
     Employment (HRCI/SPHR - 2007-aligned)		   hr_04_a03_bs_enus	 2.5			       3.0
Strategic Approaches to Human Resource Development 
     (HRCI/SPHR - 2007-aligned)			    hr_04_a04_bs_enus	 4.0			       2.5
Strategic Approaches to Total Rewards 
     (HRCI/SPHR - 2007-aligned)			    hr_04_a05_bs_enus	 2.5			       3.0
Strategic Approaches to Labor Relations 
     (HRCI/SPHR - 2007-aligned)			    hr_04_a06_bs_enus	 3.0			       4.5
Strategic Approaches to Risk Management 
     (HRCI/SPHR - 2007-aligned)			    hr_04_a07_bs_enus	 3.0			       2.0

HRCI Professional in Human Resources (PHR)
Human Resources Fundamentals 
     (HRCI/PHR - 2007-aligned)				            HR0261		  1.0			       2.0
Strategic Management (HRCI/PHR - 2007-aligned)		          HR0262		  2.0			       2.5
Affirmative Action and the EEO (HRCI/PHR - 2007-aligned)	          HR0263		  2.5			       2.5
Employment Management (HRCI/PHR - 2007-aligned)	          HR0264		  2.0			       2.5
Recruiting and Selecting Candidates 
     (HRCI/PHR - 2007-aligned)				            HR0265		  2.0			       2.0
Offers, Contracts, and Exit from the Organization
     (HRCI/PHR - 2007-aligned)				            HR0266		  2.5			       3.0
Developing Employees (HRCI/PHR - 2007-aligned)		          HR0267		  1.0			       1.5
Developing Human Resources (HRCI/PHR - 2007-aligned)	          HR0268		  1.0			       1.5
Compensating Employees (HRCI/PHR - 2007-aligned)	          HR0269		  1.5			       3.0
Programs to Benefit Employees (HRCI/PHR - 2007-aligned)	          HR0271		  1.0			       1.5
Employment Relations (HRCI/PHR - 2007-aligned)		          HR0272		  1.0			       1.5
Sexual Harassment at Work (HRCI/PHR - 2007-aligned)	          HR0273		  1.0			       1.5
Non-Unionized Workplaces (HRCI/PHR - 2007-aligned)	          HR0274		  1.0			       1.5
Unionized Workplaces (HRCI/PHR - 2007-aligned)		           HR0275		  1.0			       1.5
Health and Safety in the Workplace 
     (HRCI/PHR - 2007-aligned)				            HR0276		  1.0			       1.5
Risk Assessment and Prevention 
     (HRCI/PHR - 2007-aligned)				            HR0277		  3.0			       2.5

Recruiting and Retention Strategies
Recruiting Talent					      hr_05_a01_bs_enus	 2.0			       2.0
Retaining Your Talent Pool				     hr_05_a02_bs_enus	 2.0			       2.0
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Effectively Managing Top Performers
Managing and Rewarding Top Performers	                mgmt_01_a01_bs_enus	 2.5	            2.5

Advanced Management Skills
Managing in a Global Business Environment	                mgmt_02_a01_bs_enus	 3.0			       3.0
Managing Cross-Functions			                  mgmt_02_a02_bs_enus	 3.0	            3.0		     3.0
Managing for High Performance		                 mgmt_02_a03_bs_enus	 3.0			       4.0
Managing Managers			                  mgmt_02_a04_bs_enus	 3.0	            3.5		     3.5
Managing Upward Relationships		                 mgmt_02_a05_bs_enus	 3.0	            3.0		     3.0

Moving into Management
Taking on a Management Role		                 mgmt_03_a01_bs_enus	 5.5	            3.5
Becoming a Manager: Responsibilities and Fears	                mgmt_03_a02_bs_enus	 5.5	            3.5
Becoming a Manager: Leading and Communicating             mgmt_03_a03_bs_enus	 3.5	            4.0
A New Manager and the Company’s Future	                mgmt_03_a04_bs_enus	 4.0	            3.5

Crucial Skills for Tomorrow’s Managers
Tomorrow’s Managers’ Competencies		                  mgmt_04_a01_bs_enus	 4.5	            3.0		     3.0
Tomorrow’s Managers’ Development Tools	                 mgmt_04_a02_bs_enus	 5.0	            3.5		     3.5
Managing as Coach and Counselor		                  mgmt_04_a03_bs_enus	 5.0	            3.5		     3.5
Managing as Project Champion		                  mgmt_04_a04_bs_enus	 4.0	            3.5		     3.5
A Primer for Ensuring Accountability		                  mgmt_04_a05_bs_enus	 3.0	            4.5		     4.5

Problem Performance Management
Problem Performance Prevention		                  mgmt_05_a01_bs_enus	 2.0	            2.5		     2.5
Problem Performance Identification		                  mgmt_05_a02_bs_enus	 2.0	            2.5		     2.5
Problem Performance Improvement		                  mgmt_05_a03_bs_enus	 3.0	            3.0		     3.0
Addressing Problem Performance		                  mgmt_05_a04_bs_enus	 2.5	            2.5		     2.5

Using Change Process to Support Employees
Starting the Change Process			                   mgmt_06_a01_bs_enus	 4.0			       3.0
Managing the Change Process		                  mgmt_06_a02_bs_enus	 3.5			       3.0
Integrating Change in Your Organization		                 mgmt_06_a03_bs_enus	 3.5			       3.0

Effective Delegation
The Basics of Delegation			                   mgmt_07_a01_bs_enus	 1.0	            1.5
Delegation: the Personal Approach		                  mgmt_07_a02_bs_enus	 2.0	            2.0
Managing Delegation			                   mgmt_07_a03_bs_enus	 5.0	            3.0

Facilitating Successfully
The Facilitator Role				                    mgmt_08_a01_bs_enus	 3.0	            4.0
Facilitative Fundamentals: Tools and Techniques	                 mgmt_08_a02_bs_enus	 2.0	            4.5
Facilitating Meetings and Work Groups		                  mgmt_08_a03_bs_enus	 2.5	            4.5
Facilitating Difficult Situations			                  mgmt_08_a04_bs_enus	 2.0	            5.0
Facilitative Tools and Formats: Offering Options	                 mgmt_08_a05_bs_enus	 2.5	            4.5
Facilitative Leadership			                   mgmt_08_a06_bs_enus	 1.5	            4.5

Coaching with Confidence
Business Coaching				                    mgmt_09_a01_bs_enus	 1.5	            2.5
Successfully Coaching Relationships		                  mgmt_09_a02_bs_enus	 2.5	            5.0
The Key Stages of Coaching			                   mgmt_09_a03_bs_enus	 3.0	            4.0
The Coaching Skillset			                   mgmt_09_a04_bs_enus	 1.5	            3.0
Emotions, Mindsets and Coaching		                  mgmt_09_a05_bs_enus	 3.0	            2.5
Trends in Coaching				                    mgmt_09_a06_bs_enus	 1.5	            2.5

*NASBA - National Association of State Boards of Accountancy	 **PMI - Project Management Institute    
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The Essentials of Mentoring
Mentoring Effectively			                   mgmt_10_a01_bs_enus	 1.5	            2.0
Mentoring as a Manager			                   mgmt_10_a02_bs_enus	 2.0	            2.0
Implementing a Mentoring Program for the Organization       mgmt_10_a03_bs_enus	 2.0	            2.5
Mentoring Strategies for the 21st Century	                 mgmt_10_a04_bs_enus	 1.5	            2.5
Achieving Success: the Help of a Mentor		                 mgmt_10_a05_bs_enus	 3.5	            3.0
Mentoring On-line				                    mgmt_10_a06_bs_enus	 1.5	            2.5

Appraising Performance
Assessing Performance Continuously		                  mgmt_11_a01_bs_enus	 4.0	            3.0		     3.0
Performance Reviews			                   mgmt_11_a02_bs_enus	 2.5	            3.5		     3.5

Managing Organizational Change
Managing Change: Understanding Change	                mgmt_13_a01_bs_enus				        1.0
Managing Change: Building Positive Support for Change      mgmt_13_a02_bs_enus				        1.0
Managing Change: Dealing with Resistance to Change         mgmt_13_a03_bs_enus				        1.0
Managing Change: Sustaining Organizational Change           mgmt_13_a04_bs_enus				        1.0

Business Coaching Essentials
Business Coaching: Getting Ready to Coach	                mgmt_14_a01_bs_enus				        1.0
Business Coaching: Conducting Coaching Sessions              mgmt_14_a02_bs_enus				        1.0
Business Coaching: Building the Coaching Relationship       mgmt_14_a03_bs_enus				        1.0
Business Coaching: Using Different Coaching Styles             mgmt_14_a04_bs_enus				        1.0

Moving from Technical Professional to Management
Management Development for Technical Professionals	         MGMT0121		  5.0	            3.5			                3.5
Communication Skills for Successful Management		         MGMT0122		  3.0	            3.0			                3.0
Process Management Skills				            MGMT0123		  2.5	            4.5			                4.5
Leadership Development for Technical Professionals	         MGMT0124		  2.5	            3.0			                3.0
Strategies for Transitioning into Management		          MGMT0125		  3.0	            6.5			                6.5

360-Degree Performance Appraisal
About 360-Degree Performance Feedback		          MGMT0151		  1.0	            2.5		     2.5	               2.5
Elements of a 360-degree Performance Review		          MGMT0152		  1.0	            2.0		     2.0	               2.0
Delivering 360-Degree Performance Feedback		          MGMT0153		  1.5	            5.0		     5.0	               5.0

The Fundamentals of Business Crises Management
Preparing for Business Crises				            MGMT0171		  2.0				                  2.0
Responding to Business Crises			           MGMT0172		  3.0				                  3.0
Recovering from Business Crises			           MGMT0173		  2.0				                  2.0

Managing Technical Professionals
Understanding Technical Professionals			           MGMT0291		  1.5	            2.5		     2.5
Attracting, Motivating, and Retaining Technical Prof.	         MGMT0292		  3.0	            3.5		     3.5
Models for Managing Technical Professionals		          MGMT0293		  3.5	            4.5		     4.5
Developing Career Plans for Your Technical Professionals	         MGMT0294		  2.0	            3.5		     3.5

Moving from Management to Leadership
Recognizing a Leader			                    lead_01_a01_bs_enus	 2.5	            5.0		     5.0
The Communication of a Shared Vision			   lead_01_a02_bs_enus	 2.5	            5.0		     5.0
Leading by Enabling					    lead_01_a03_bs_enus	 2.5	            4.0		     4.0
Communication and Leadership			   lead_01_a05_bs_enus	 2.0	            4.0		     4.0
Coaching Performance				    lead_01_a06_bs_enus	 2.0	            2.0		     2.0
Leadership and Change				    lead_01_a07_bs_enus	 1.0	            1.5		     1.5
The Model Leader					     lead_01_a08_bs_enus	 1.5	            2.0		     2.0
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Leadership Essentials
Leadership Essentials: Motivating Employees		  lead_05_a01_bs_enus	 1.0	            1.0		     1.0
Leadership Essentials: Communicating Vision		  lead_05_a02_bs_enus	 1.0	            1.0		     1.0
Leadership Essentials: Building Your Influence as a Leader	 lead_05_a03_bs_enus	 1.0	            1.0		     1.0
Leadership Essentials: Leading with Emotional Intelligence	 lead_05_a04_bs_enus	 1.0	            1.0		     1.0
Leadership Essentials: Leading Business Execution	 lead_05_a05_bs_enus	 1.0	            1.0		     1.0
Leadership Essentials: Leading Innovation		  lead_05_a06_bs_enus	 1.0	            1.0		     1.0
Leadership Essentials: Leading Change			   lead_05_a07_bs_enus	 1.0	            1.0		     1.0
Leadership Essentials: Creating Your Own Leadership 
     Development Plan				    lead_05_a08_bs_enus	 1.0	            1.0		     1.0

Business Execution
Foundations for Business Execution			             LEAD0151		  3.5	            4.0			                7.0
Creating a Business Execution Culture			             LEAD0152		  3.5	            4.5			                8.0
Business Execution in Action				              LEAD0153		  1.0				                  5.0

Leading the Workforce Generations
Introduction to Work Force Generations			             LEAD0231		  2.0	            2.5		     2.5	               2.5
Attracting, Developing, and Retaining Generations		           LEAD0232		  2.0	            3.0		     3.0	               3.0
Leading Silent Generation and Baby Boom Workers	           LEAD0233		  2.0	            3.0		     3.0	               3.0
Leading Generations X and Next			             LEAD0234		  2.5	            3.5		     3.5	               3.5
Making Cross-generational Teams Work			            LEAD0235		  2.0			       3.0	               3.0
Cross-generational Workers in the 21st Century		            LEAD0236		  2.0			       3.0	               3.0

Succession Planning for Business Environment
Succession Planning Overview			             LEAD0301		  1.5			       2.0	               2.0
Succession Planning Strategies			             LEAD0302		  4.0			       4.5	               4.5
Succession Planning and Human Resources		            LEAD0303		  2.0			       5.0	               5.0
Succession Planning Management			             LEAD0304		  2.0			       2.5	               2.5

Business Writing Basics
Business Writing: Know Your Readers and Your Purpose       comm_19_a01_bs_enus	 1.0
Business Writing: How to Write Clearly and Concisely            comm_19_a02_bs_enus	 1.0

Interpersonal Communication
Interpersonal Communication: Communicating 
     with Confidence				                    comm_21_a01_bs_enus				        1.0
Interpersonal Communication: Targeting Your Message        comm_21_a02_bs_enus				        1.0
Interpersonal Communication: Listening Essentials               comm_21_a03_bs_enus				        1.0
Interpersonal Communication: Communicating Assertively   comm_21_a04_bs_enus				        1.0
Interpersonal Communication: Being Approachable               comm_21_a05_bs_enus				        1.0

Workplace Conflict
Workplace Conflict: Recognizing and Responding to Conflict comm_22_a01_bs_enus				        1.0
Workplace Conflict: Strategies for Resolving Conflicts            comm_22_a02_bs_enus				        1.0

Fundamentals of Working with Difficult People
Working with Difficult People: How to Work with 
     Aggressive People			                  comm_23_a02_bs_enus				        1.0
Working with Difficult People: How to Work with 
     Negative People				                   comm_23_a03_bs_enus				        1.0
Working with Difficult People: How to Work with 
     Procrastinators				                   comm_23_a04_bs_enus				        1.0
Working with Difficult People: How to Work with 
     Manipulative People			                  comm_23_a05_bs_enus				        1.0

*NASBA - National Association of State Boards of Accountancy	 **PMI - Project Management Institute    
†HRCI - Human Resource Certification Institute 		  ^BRN- Board of Registern Nurses
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Negotiation essentials
Negotiation Essentials: Planning for Negotiation	                comm_24_a02_bs_enus				        1.0
Negotiation Essentials: Communicating		                 comm_24_a03_bs_enus				        1.0
Negotiation Essentials: Persuading		                 comm_24_a04_bs_enus				        1.0
Negotiation Essentials: Avoiding Pitfalls in Negotiations       comm_24_a05_bs_enus				        1.0

Emotional Intelligence Essentials
What is Emotional Intelligence?		                 comm_25_a01_bs_enus				        1.0
Improving Your Emotional Intelligence Skills:
Self-awareness and Self-management		                 comm_25_a02_bs_enus				        1.0
Using Emotional Intelligence on the Job		                 comm_25_a03_bs_enus				        1.0

Getting Results without Direct Authority
Getting Results without Authority: Building 
     Relationships and Credibility		                 comm_27_a01_bs_enus				        1.0

How to Write an Effective Internal Business Case
Preparing a Business Case			                  comm_01_a01_bs_enus	 3.5	            2.5
Writing a Business Case			                  comm_01_a02_bs_enus	 3.0	            2.5
Presenting Your Case			                  comm_01_a03_bs_enus	 2.5	            2.5	

Business Interpersonal Communication Skills	
Interpersonal Communications: The Process	                comm_02_a01_bs_enus	 2.0	            3.0		     3.0
The Mechanics of Communicating Effectively	                comm_02_a02_bs_enus	 2.0	            3.0		     3.0
Workplace Communication Skills		                 comm_02_a03_bs_enus	 3.5	            3.0		     3.0
Communicating for Results			                  comm_02_a04_bs_enus	 4.0	            3.5		     3.5
Leadership Communication Skills		                 comm_02_a05_bs_enus	 4.5	            3.5		     3.5
Resolving Conflict with Communication Skills	                comm_02_a06_bs_enus	 4.5	            3.0		     3.0
Communicating for Contacts			                  comm_02_a07_bs_enus	 3.0	            3.0		     3.0

Effective Listening
Listening Basics				                   comm_03_a01_bs_enus	 1.0	            1.0
Listening to Comprehend			                  comm_03_a02_bs_enus	 1.5	            4.0
Higher Purpose Listening			                  comm_03_a03_bs_enus	 1.0	            1.5
Enhancing Listening Skills			                  comm_03_a04_bs_enus	 2.0	            3.0

Working with and Managing Difficult People
Difficult People in the Workplace Environment	                comm_04_a01_bs_enus	 1.0	            3.0		     3.0
How to Work with Aggressive People		                 comm_04_a02_bs_enus	 1.0	            3.0		     3.0
How to Work with Negative People and Procrastinators        comm_04_a03_bs_enus	 1.0	            3.0		     3.0
How to Work with Arrogant and Duplicitous People	               comm_04_a04_bs_enus	 1.0	            2.0		     2.0

Giving Successful Presentations
Presenting Successfully			                  comm_05_a01_bs_enus	 2.5	            3.0
Delivering the Message			                  comm_05_a02_bs_enus	 3.5	            3.0
Available Presentation Resources		                 comm_05_a03_bs_enus	 3.5	            3.5

The Effective Business Meeting
Planning an Effective Business Meeting		                comm_06_a01_bs_enus	 1.0	            2.5
Leading an Effective Business Meeting		                 comm_06_a02_bs_enus	 2.5	            2.5
Participating Effectively in a Business Meeting	                comm_06_a03_bs_enus	 1.0	            2.5
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Conflict in the Workplace	
Perspectives on Conflict in the Workplace	                 comm_07_a01_bs_enus	 3.5	            3.5		     3.5
Handling Conflict				                    comm_07_a02_bs_enus	 3.5	            3.5		     3.5
Managing Organization Conflict		                  comm_07_a03_bs_enus	 4.5	            3.5		     3.5

Getting the Results You Want: Negotiating to Win
Crafting Deals				                    comm_08_a01_bs_enus	 2.5	            2.5		     2.5
Connecting and Communicating		                  comm_08_a02_bs_enus	 2.5	            2.0		     2.0
The Process of Negotiation			                   comm_08_a03_bs_enus	 2.5	            2.0		     2.0
The Dynamics of Interacting			                   comm_08_a04_bs_enus	 2.5	            2.0		     2.0
Negotiating Inclusively			                   comm_08_a05_bs_enus	 2.0	            2.0		     2.0
What to Do When the Going Gets Tough		                  comm_08_a06_bs_enus	 1.5	            2.0		     2.0
Mastering Negotiation			                   comm_08_a07_bs_enus	 1.5	            1.5		     1.5

Emotional Intelligence at Work
Defining Emotional Intelligence		                  comm_09_a01_bs_enus	 2.5	            2.0
Emotional Intelligence in the Workplace		                 comm_09_a02_bs_enus	 1.5	            1.5
Emotional Intelligence and Teamwork		                  comm_09_a03_bs_enus	 1.5	            2.0
Increasing Emotional Intelligence		                  comm_09_a04_bs_enus	 2.0	            2.0
Emotionally Intelligent Leadership		                  comm_09_a05_bs_enus	 1.5	            2.0

Professionalism and Business Etiquette
Standard Business Etiquette			                   comm_11_a01_bs_enus	 1.0	            2.5
Communication Business Etiquette		                  comm_11_a02_bs_enus	 1.0	            2.5
Etiquette at the Business Meeting		                  comm_11_a03_bs_enus	 1.5	            3.0
Business Etiquette for Supervisors		                  comm_11_a04_bs_enus	 3.0	            2.5

Building Improved Work Relationships
Effective Interfunctional Relationships		                  comm_12_a01_bs_enus	 2.0	            2.5		     2.5
Effective Intercultural Relationships		                  comm_12_a02_bs_enus	 2.0	            2.0		     2.0
Effective Intergender Relationships		                  comm_12_a03_bs_enus	 2.5	            2.0		     2.0
Effective Relationships with Customers		                  comm_12_a04_bs_enus	 2.0	            2.0		     2.0
Effective Relationships with Business Partners	                 comm_12_a05_bs_enus	 2.0	            3.0		     3.0

Anger Management in The Workplace
Experiencing Anger					               COMM0701		  2.5	            5.0		     5.0	               5.0
Managing Your Anger				              COMM0702		  2.0	            5.5		     5.5	               5.5

Basic Business Math Skills
Whole Numbers, Fractions, and Equations		            FNDT0101		  3.0

Diversity on the Job
Diversity on the Job: The Importance of 
Diversity and the Changing Workplace			   pd_07_a01_bs_enus				        1.0
Diversity on the Job: Diversity and You			   pd_07_a02_bs_enus				        1.0

Telecommuting and the Remote Employee
Telecommuting Basics: Maximizing Productivity as 
     a Remote Employee				    pd_08_a01_bs_enus	 1.0			       1.0
Telecommuting Basics: Communication Strategies 
     for the Remote Employee				    pd_08_a02_bs_enus	 1.0			       1.0

Program Management Overview
Introduction to Program Management			   proj_16_a01_bs_enus	 2.0	            1.5
Program Life Cycle and Benefits Management		  proj_16_a02_bs_enus	 2.5	            2.0

*NASBA - National Association of State Boards of Accountancy	 **PMI - Project Management Institute    
†HRCI - Human Resource Certification Institute 		  ^BRN- Board of Registern Nurses
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Generating Creative & Innovative Ideas
Generating Creative and Innovative Ideas: Enhancing 
     Your Creativity					     pd_09_a01_bs_enus				        1.0
Generating Creative and Innovative Ideas: Maximizing 
     Team Creativity					     pd_09_a02_bs_enus				        1.0
Generating Creative and Innovative Ideas: Verifying and 
     Building on Ideas				    pd_09_a03_bs_enus				        1.0

Problem Solving and Decision Making Strategies
Problem Solving: The Fundamentals			   pd_12_a01_bs_enus				        1.0
Problem Solving: Determining and Building Your Strengths	 pd_12_a02_bs_enus				        1.0
Problem Solving: Digging Deeper			   pd_12_a03_bs_enus				        1.0
Decision Making: The Fundamentals			   pd_12_a04_bs_enus				        1.0
Decision Making: Tools and Techniques			   pd_12_a05_bs_enus				        1.0
Decision Making: Making Tough Decisions		  pd_12_a06_bs_enus				        1.0

Take Control of Your Time by Working More Effectively
Your Time and You					     pd_01_a01_bs_enus	 3.5	            3.0
Techniques for Improved Time Management		  pd_01_a02_bs_enus	 1.5	            2.5
Developing Excellent Time Management Habits		  pd_01_a03_bs_enus	 1.5	            3.5

Business Ethics
Making Decisions Ethically				    pd_02_a01_bs_enus	 3.0			       2.5
Business Ethics for Managers				   pd_02_a02_bs_enus	 1.5			       1.5
Understanding Organizational Ethics			   pd_02_a03_bs_enus	 3.0			       3.0
Social Responsibility in Corporations			   pd_02_a04_bs_enus	 2.5			       3.0

Decision-making and Problem-solving for Business
The Fundamentals of Effective Thinking			   pd_04_a01_bs_enus	 2.0	            3.0		     3.0
Problem Framing					     pd_04_a02_bs_enus	 2.0	            3.0		     3.0
Problem Solving: Generating Alternatives		  pd_04_a03_bs_enus	 1.5	            2.0		     2.0
Making Decisions Dynamically			   pd_04_a04_bs_enus	 2.0	            2.5		     2.5
Decision Making: Implementation and Evaluation		  pd_04_a05_bs_enus	 2.0	            2.5		     2.5
Group Problem Solving and Decision Making		  pd_04_a06_bs_enus	 2.0	            2.5		     2.5

Doing Business Professionally
Working for Your Inner Boss: Personal Accountability	 pd_05_a01_bs_enus	 2.5
Managing from Within: Self-empowerment		  pd_05_a02_bs_enus	 2.5
Goals and Setting Goals				    pd_05_a03_bs_enus	 2.5
Creating a Positive Attitude				    pd_05_a04_bs_enus	 2.0
Pursuing Successful Lifelong Learning			   pd_05_a05_bs_enus	 3.0

Fast-tracking Your Career
Get Your Career on the Fast Track			               PD0131		  2.5
Basic Business Skills to Get You on the Fast Track		             PD0132		  1.5
Communication Skills to Fast-track Your Career		              PD0133		  1.5
Interpersonal Skills on the Fast Track			               PD0134		  1.5
The Boss Factor					                 PD0135		  1.5
Improving Your Image				                PD0136		  2.5

Living a Balanced Life
Finding Your Life Balance				                PD0181		  4.0
Success Over Stress				                PD0182		  2.5
Strategies for Better Balance				                PD0183		  2.0	            5.0
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Working without a Net - The Business of Risk
Risk Basics					                 PD0241		  2.5	            2.0			                2.0
Approaches to Risk Management			               PD0242		  2.0	            2.0			                2.0
Decisions and Risk					                 PD0243		  2.0	            2.0			                2.0
Strategic Planning and Risk Management		              PD0244		  2.5	            2.5			                2.5
Risk Strategies: The Cutting Edge			               PD0245		  2.5	            2.5			                2.5

Achieving Organizational Excellence Through Critical 
Thinking
The Role of Critical Thinking in Organizations		              PD0251		  5.0			       4.0	               4.0
Developing Fundamental Critical Thinking Skills		              PD0252		  4.0			       3.0	               3.0
Strategies for Facilitating Critical Thinking		              PD0253		  4.0			       4.5	               4.5
Critical Thinking Skills for Managing			               PD0254		  4.0			       3.5	               3.5
Organizational Scope of Critical Thinking		              PD0255		  3.5			       3.5	               3.5

Project Management for Non-Project Managers
Project Management Fundamentals			   proj_01_a01_bs_enus	 2.0	            2.5
Transitioning into a Project Management Role		  proj_01_a02_bs_enus	 2.5	
Initiating and Planning a Project			   proj_01_a03_bs_enus	 1.5	            2.0
Managing a Project					     proj_01_a04_bs_enus	 1.5	            2.5
Troubleshooting and Closing the Project			  proj_01_a05_bs_enus	 1.5	            2.0

Project Management Essentials - (PMBOK® Guide - 
Fourth Edition-aligned)
Managing Projects within Organizations			   proj_05_a01_bs_enus	 2.5	            2.0
Project Management Overview			   proj_05_a02_bs_enus	 2.0	            1.5
Project Management Process Groups			   proj_05_a03_bs_enus	 3.0	            2.0

Project Integration Management (PMBOK® Guide - 
Fourth Edition-aligned)
Integrated Initiation and Planning			   proj_06_a01_bs_enus	 2.5	            2.0
Integrated Project Execution, Monitoring, and Control	 proj_06_a02_bs_enus	 2.5	            1.5
Integrated Project Change Control and Close		  proj_06_a03_bs_enus	 1.5	            1.5

Project Scope Management (PMBOK® Guide - Fourth 
Edition-aligned)
Project Requirements and Defining Scope		  proj_07_a01_bs_enus		             2.0
Create Work Breakdown Structure			   proj_07_a02_bs_enus		             1.5
Monitoring and Controlling Project Scope		  proj_07_a03_bs_enus		             1.5

Project Time Management (PMBOK® Guide - Fourth 
Edition-aligned)
Defining and Sequencing Project Activities		  proj_08_a01_bs_enus		             2.0
Estimating Activity Resources and Durations		  proj_08_a02_bs_enus		             2.0
Developing and Controlling the Project Schedule		  proj_08_a03_bs_enus		             2.0

Project Cost Management (PMBOK® Guide - Fourth 
Edition-aligned)
Estimating and Budgeting Project Costs			   proj_09_a01_bs_enus	 2.5	            2.0
Controlling Costs					     proj_09_a02_bs_enus	 2.5	            1.5

Project Quality Management (PMBOK® Guide - Fourth 
Edition-aligned)
Project Quality Planning				    proj_10_a01_bs_enus		             2.0
Quality Assurance and Quality Control			   proj_10_a02_bs_enus		             2.0

*NASBA - National Association of State Boards of Accountancy	 **PMI - Project Management Institute    
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Project Human Resource Management (PMBOK® 
Guide - Fourth Edition-aligned)
Planning Project Human Resources			   proj_11_a01_bs_enus		             2.0
Managing Project Human Resources			   proj_11_a02_bs_enus		             2.0

Project Communications Management (PMBOK® 
Guide - Fourth Edition-aligned)
Stakeholders and the Communication Management Plan	 proj_12_a01_bs_enus	 3.0	            2.0
Processes for Managing Project Communications		  proj_12_a02_bs_enus	 3.0	            2.0

Project Risk Management (PMBOK® Guide - Fourth 
Edition-aligned)
Risk Management Planning				    proj_13_a01_bs_enus	 2.5	            1.5
Performing Risk Analysis				    proj_13_a02_bs_enus	 3.0	            2.0
Risk Response, Monitor, and Control			   proj_13_a03_bs_enus	 3.0	            2.0
Identifying Project Risks				    proj_13_a04_bs_enus	 3.0	            2.0

Project Procurement Management (PMBOK® Guide - 
Fourth Edition-aligned)
Planning Project Procurement				   proj_14_a01_bs_enus	 3.0	            2.0
Managing Procurements				    proj_14_a02_bs_enus	 2.5	            2.0

Code of Ethics and Professional Conduct (PMI® 
Standard-aligned)
The Role of Ethics in Project Management		  proj_15_a01_bs_enus	 2.5	            1.5
Core PMI® Values and Ethical Standards		  proj_15_a02_bs_enus	 2.5	            2.0

Managing Software Project Outsourcing
Making the Right Outsourcing Decision			           232192_ENG		  2.0	            2.25
Planning the Outsourcing Deal			           232202_ENG		  1.5	            1.75
The Outsourcing Project				            232209_ENG		  2.5	            3.25
Determining Project Quality Standards and Milestones	         232224_ENG		  1.5	            2.75
Measuring Project Outsourcing Success			          232292_ENG		  2.5	            3.0

Strategic Project Management for IT Projects
Strategic Planning and Positioning for IT Projects		             PROJ0361		  1.5	            5.0
Strategic Approaches to Managing IT Projects		             PROJ0362		  2.0	            5.0
Estimating the IT Project Work Effort			              PROJ0363		  2.5	            5.5
IT Project Leadership, Authority & Accountability		             PROJ0364		  2.0	            6.0
Managing Multiple IT Projects				              PROJ0365		  3.5	            5.5
Cost Management and IT Project Trade-offs		             PROJ0366		  3.0	            4.5

Project Management for IT Professionals
Introduction to IT Project Management			              PROJ0351		  2.5	            4.0
Functions of IT Project Managers			              PROJ0352		  1.5	            4.5
The Life Cycle of an IT Project				               PROJ0353		  2.0	            5.0
Managing the Execution and Control of IT Projects		            PROJ0354		  1.5	            5.5
Managing Efficiencies of IT Projects			              PROJ0355		  1.0	            4.5

Optimizing Your Performance on a Team
Being an Effective Team Member			   team_02_a01_bs_enus	 1.0			       1.0
Establishing Team Goals and Responsibilities		  team_02_a02_bs_enus	 1.0			       1.0
Elements of a Cohesive Team				   team_02_a03_bs_enus	 1.0			       1.0
Effective Team Communication			   team_02_a04_bs_enus	 1.0			       1.0
Using Feedback to Improve Team Performance		  team_02_a05_bs_enus	 1.0			       1.0
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Leading Teams
Leading Teams: Launching a Successful Team		  team_03_a01_bs_enus		             1.0		     1.0
Leading Teams: Establishing Goals, Roles, and Guidelines	 team_03_a02_bs_enus		             1.0		     1.0
Leading Teams: Developing the Team and its Culture	 team_03_a03_bs_enus		             1.0		     1.0
Leading Teams: Building Trust and Commitment		  team_03_a04_bs_enus		             1.0		     1.0
Leading Teams: Fostering Effective Communication 
     and Collaboration				    team_03_a05_bs_enus		             1.0		     1.0
Leading Teams: Motivating and Optimizing Performance	 team_03_a06_bs_enus		             1.0		     1.0
Leading Teams: Dealing with Conflict			   team_03_a07_bs_enus		             1.0		     1.0
Leading Teams: Managing Virtual Teams		  team_03_a08_bs_enus		             1.0		     1.0

Making Teams Work: Capitalizing on Conflict
Team Conflict: The Seeds of Dissent			             TEAM0211		  3.5	            3.0		     3.5	               3.5
Analyzing Workplace War Zones			             TEAM0212		  2.0	            2.5		     2.5	               2.5
Getting Past Clashes: Valuing Team Diversity		            TEAM0213		  1.5	            2.5		     2.5	               2.5
Conquering Conflict through Communication		            TEAM0214		  1.5	            3.0		     3.0	               3.0
The Path to Peace and Harmony			             TEAM0215		  1.0	            2.5		     2.5	               2.5
Manager’s Performance Guide - Team Conflict Skills	           TEAM0216		  1.0	            1.5		     1.5	               1.5

Certified Business Analysis Professional (CBAP™) - 
BABOK® Guide V2.0 aligned
Introduction to Business Analysis and Essential 
     Competencies					     ib_buap_a01_it_enus	 2.5
Introduction to Business Analysis Planning		  ib_buap_a02_it_enus	 2.0

Field Sales Skills
Field Sales Foundations				              SALE0101		  2.5
Planning Your Field Sales Approach			             SALE0102		  4.0
Applying Your Field Sales Approach			             SALE0103		  3.5
Completing Your Field Sales Approach			             SALE0104		  3.0

Territorial Account Sales Skills
The Territorial Account Sales Approach			             SALE0111		  3.0
Understanding Your Target Customer’s Business		            SALE0112		  3.5
Effectively Using Customer-focused Research Meetings	           SALE0113		  3.0
Gaining Access to Key Personnel at Your Target Accounts	           SALE0114		  2.5
Delivering High-impact Territorial Account Sales (TAS) 
     Presentations					               SALE0115		  3.0

Inside Sales Skills
Preparing for Outbound Sales Calls			             SALE0121		  3.5
Initiating Outbound Sales Calls			             SALE0122		  2.0
Completing Outbound Sales Calls			             SALE0123		  4.0
Preparing for Inbound Sales Calls			             SALE0124		  3.5
Completing Inbound Sales Calls			             SALE0125		  3.5

Strategic Account Sales Skills
The Strategic Account Sales Approach			             SALE0131		  2.0
Understanding Your Customer				             SALE0132		  2.5
Conducting Effective Sales Research Meetings		            SALE0133		  2.5
Working with Your Customer’s Key Players		            SALE0134		  2.5
Delivering High-Impact Sales Presentations		            SALE0135		  3.5

*NASBA - National Association of State Boards of Accountancy	 **PMI - Project Management Institute    
†HRCI - Human Resource Certification Institute 		  ^BRN- Board of Registern Nurses
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Sales Team Management
Building a Winning Sales Team			             SALE0151		  3.5
Using Business Tools to Manage Sales Teams		            SALE0152		  2.0

Selling at the Executive Level
Prepare for Success					              SALE0221		  2.0
Strategic Planning					               SALE0222		  2.5
Progressing through the Complex Sale			             SALE0223		  3.5
Presenting Your Proposition				              SALE0224		  3.0
Negotiating to Mutual Benefit				              SALE0225		  2.5
From Executive-level Sale to Strategic Partnership		            SALE0226		  3.5

SalesUniversity Sales Orientation: Professional Selling 
in the Knowledge Economy
The Profession of Selling				              SALE0401		  2.5
Professional Selling in the Knowledge Economy		            SALE0402		  4.5

SalesUniversity Sales Math 101: Developing a Sales 
Plan for Success
Sales Math 101: Developing a Sales Plan for Success	           SALE0411		  3.5

SalesUniversity Sales Manufacturing: A Success Model
Sales Manufacturing (TM): Identifying Sales Opportunities	           SALE0421		  4.5
Sales Manufacturing (TM): Sales Production		            SALE0422		  5.0

SalesUniversity Communication 101
Sales Communications Foundations			             SALE0431		  5.0
Sales Communications Essentials			             SALE0432		  6.0
Telesales Communications				              SALE0433		  4.5

Excelling at Customer Service
Corporate Culture: Building the Service Foundation	 cust_05_a01_bs_enus	 1.5
The Fundamentals of Exceptional Customer Service	 cust_05_a02_bs_enus	 1.5
The Customer’s Voice				    cust_05_a03_bs_enus	 1.5
Advancing Service Expertise				    cust_05_a04_bs_enus	 2.5
Customers, Confrontation and Conflict			   cust_05_a05_bs_enus	 1.5
Overcoming Difficult Service Situations			   cust_05_a06_bs_enus	 1.5
The EXCEL Acronym: Instilling Service Excellence		  cust_05_a07_bs_enus	 5.0
Service Teams and Service Stars			   cust_05_a08_bs_enus	 1.5

Customer Service Representative, Skills
Customer Interactions				    cust_07_a01_bs_enus	 3.0
Communication Skills				    cust_07_a02_bs_enus	 4.5
Conflict, Stress, and Time Management			   cust_07_a03_bs_enus	 2.5

Customer Service Fundamentals
Customer Service Fundamentals: Building Rapport in 
Customer Relationships				    cust_09_a01_bs_enus				        1.0
Customer Service in the Field				    cust_09_a02_bs_enus				        1.0
Customer Service over the Phone			   cust_09_a03_bs_enus				        1.0
Internal Customer Service				    cust_09_a04_bs_enus				        1.0
Customer Service Confrontation and Conflict		  cust_09_a05_bs_enus				        1.0
Shaping the Direction of Customer Service in Your 
     Organization					     cust_09_a06_bs_enus				        1.0
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Measuring Customer Satisfaction
Discovering What Your Customers Want			             CUST0131		  1.0			       	               2.5
Developing Customer Satisfaction Surveys		            CUST0132		  1.5			       	               3.0
Customer Satisfaction: Analysis and Implementation	           CUST0133		  1.5			       	               2.5

Internal Customer Service
Excellence in Internal Customer Service			            CUST0141		  1.5			       	               5.0
Working With Internal Customers			             CUST0142		  2.5			       	               4.0
Overcoming Internal Customer Service Problems		            CUST0143		  1.0			       	               3.5

Internal Customer Service Agent Skills
The Customer Service Agent in Action			             CUST0151		  1.5
Professional Skills for Customer Service Agents		            CUST0152		  1.0
Managing Challenges in Customer Service		            CUST0153		  1.5
Cross-selling in a Customer Service Call			             CUST0154		  1.5

Technical Support Agent Skills
The Contact Center and Technical Support Agent		            CUST0161		  1.5
Technical Support Essentials				              CUST0162		  1.5
Assessing Customer Behavior				             CUST0163		  1.5
Technical Support Agent Survival Skills			             CUST0164		  1.5

Managing A Customer-Focused Department
Identifying Your Customer’s Expectations		            CUST0171		  4.0				                  4.5
Using Surveys to Measure Customer Satisfaction		            CUST0172		  2.5				                  3.0
Bridge The Expectations Gap				              CUST0173		  4.0				                  4.5
Leading A Customer-Focused Team			             CUST0174		  3.0				                  4.0

IT Infrastructure Library (ITIL) v3 Foundation 
Syllabus v4.2
ITIL V3 Foundation Syllabus v4.2: ITIL and the 
     Service Lifecycle					      ib_itlu_a01_it_enus	 2.0
ITIL V3 Foundation Syllabus V4.2: Service Strategy 
     Fundamentals					       ib_itlu_a02_it_enus	 3.0
ITIL V3 Foundation Syllabus v4.2: Service Strategy 
     Processes					       ib_itlu_a03_it_enus	 1.5

Inbound Call Center Management
The Inbound Call Center				              CUST0211		  1.5
Inbound Call Center Management: Leadership		            CUST0212		  2.5
Inbound Call Centers: People Management		            CUST0213		  2.5
Inbound Call Center Technology			             CUST0214		  4.5
Performance Metrics for an Inbound Call Center		            CUST0215		  2.5

Industry Overviews
The Automotive Industry Overview: Version 2		  indo_01_a01_bs_enus	 3.0
The Oil and Gas Industry Overview: Version 2		  indo_01_a02_bs_enus	 2.5
The Pharmaceutical Industry Overview: Version 2		  indo_01_a03_bs_enus	 2.5
The Food and Beverage Industry Overview: Version 2	 indo_01_a04_bs_enus	 3.0
The Health Care Industry Overview: Version 2		  indo_01_a05_bs_enus	 2.5
The Banking Industry Overview: Version 2		  indo_01_a06_bs_enus	 3.0
The Manufacturing Industry Overview: Version 2		  indo_01_a07_bs_enus	 3.0
The Retail Industry Overview: Version 2			   indo_01_a08_bs_enus	 2.5
The Telecommunications Industry Overview: Version 2	 indo_01_a09_bs_enus	 2.5
The Insurance Industry Overview: Version 2		  indo_01_a10_bs_enus	 2.5
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Industry Overview Series
Industry Overview: Information Technology		  indo_02_a11_bs_enus	 3.5
Industry Overview: Federal Government			   indo_02_a12_bs_enus	 2.0
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